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ABSTRACT 
In the general turnover literature there has been an emphasis on what leads 
workers to leave. The reverse approach, or what positively influences a worker to 
stay, has received less attention, particularly in an Australian context. The focus 
of this project therefore was to develop a model of retention for a specific group 
of workers; Child Protection workers in an Australian public organisation. An 
organisational analysis which included a determination of the organisation’s 
social structure was firstly undertaken to gain a contextual view. Then an 
inductive approach was taken using two qualitative studies in the form of semi-
structured interviews to develop a retention model and a quantitative staff 
questionnaire which was used to test the model. Participants interviewed included 
workers who were employed as Child Protection workers (n=16) at the time they 
were interviewed as well as Child Protection workers who had left the 
organisation (n=6) but had continued working in the area of welfare. Management 
perceptions on retention and turnover were ascertained by interview (n=2) to gain 
a more complete view of issues in this Australian public organisation. Results of 
testing the retention model using Binary Logistic Regression (n=160) indicated 
that not thinking about leaving was associated with higher odds that a worker 
would have the intention to stay. There was also a trend, in that the odds were 
increased that a worker would have an intention to stay if they rated the 
effectiveness of their induction process in helping them to start in Child Protection 
higher. However (Multiple Linear Regression, n=160), if a Child Protection 
worker had not thought about leaving, if the general effects on the workers and 
their families of working in the area of Child Protection were low or if their career 
was rated as less important (i.e., when compared with other Child protection 
 
xv 
workers who had completed the questionnaire) there was a higher likelihood that 
the worker would stay in Child Protection. There was also a trend that if a worker 
was more satisfied they were more likely to stay. It was concluded that these 
factors identified using multivariate statistics were the group level factors (i.e., for 
Child Protection) that influenced a Child Protection worker’s choice to stay. At an 
individual worker level however, each person had a unique set of factors that 
influenced their choice to stay. Best Practice principles for retention were also 
developed. Implications of the research were that in order to retain workers, 
management needed to understand the group level or general factors that 
influenced the retention of Child Protection workers and, through relationship 
with their workers, identify and address if possible individual or worker specific 
retention factors.  
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CHAPTER 1: INTRODUCTION 
The purpose of this project was to develop and preliminary test a model of 
retention for staff working in Child Protection in the state of Victoria in Australia 
and to provide Best Practice recommendations for retention of workers. This 
chapter will provide an explanation of the origins of the topic, background 
information, aims of the project and an overview of the chapters.  
Origins of the Project 
An Australian Research Council Industry Partnership Linkage Grant 
funded this research project (ARC, 2011). Linkage projects fund industry-oriented 
research and development projects which are formed between higher education 
researchers and other organisations and in this case between Deakin University 
and the Victorian Department of Human Services (DHS). The current researcher 
was appointed in 2004.  
During the early stages of the project, the researcher was based within the 
DHS which is the government department responsible for Child Protection in 
Victoria, where she had the opportunity to work with the staff to learn about the 
structure and function of the overall organisation and the Child Protection unit 
that was concerned with the protection of children. During that time the researcher 
developed, first hand, an awareness of the demands placed on the staff and the 
limitations imposed on them by the organisational structure and processes, as well 
as legislative demands and community concerns as frequently voiced in the 
media. At the same time as attending meetings and talking informally with the 
staff, the researcher conducted a comprehensive review of the relevant literature. 
Drawing on the meetings, conversations and existing literature, the specific aims 
of the project were clarified and the structure of the thesis was determined. 
 
2 
This Project 
Child Protection became the responsibility of the Victorian State 
Government in the mid 1980’s. At this time the government was mandated 
legislatively to protect children. Since this time there have been issues of 
recruitment and retention of workers. For example, a report entitled Protecting 
Victoria’s Children: The role of the Department of Human Services in 1996 stated 
that high workloads and turnover of workers were impacting on the effectiveness 
of case management (Auditor General, 1996). While contributing to the reduction 
of Child Protection staff turnover has always been an aim of this research project, 
early on it became apparent that relatively little is known about what influences 
Child Protection workers to stay in Child Protection.  
Workload has been identified as a factor impacting Child Protection 
workers; for example it was mentioned in a Victorian Auditor General’s report as 
early as 1996 (Auditor General, 1996). At the time this current project 
commenced, the year 2004 to 2005, in Victoria there were 37,489 notifications or 
phone calls from concerned people about children who may be in danger (Child 
Abuse Reporting Statistics, 2011), 11,888 of these notifications or telephone calls 
were investigated. For 7,441 children the notification was substantiated. Child 
abuse is classified by abuse type: physical, sexual, neglect and emotional. 
Investigations that were substantiated and classified as physical abuse were 1,794 
cases, and those classified as sexual abuse were 660 cases, the remaining cases 
(i.e., approximately 5,000) while substantiated were not classified as a specific 
type of abuse by DHS. The Australian Institute of Health and Welfare report for 
2004-2005 indicated that the types of abuse for this period in Victoria were 24% 
physical, 9% sexual, 44% emotional and 23% neglect (Australian Institute of 
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Health and Welfare, 2006). The percentages were based on a figure of 7015 
substantiated cases of children aged between 0-17 years, a slightly lower number 
of cases for Victoria, however provides a guide as to the proportions of abuse 
type.  
In addition to the statistics at the time this project started, it was predicted 
by DHS that there would be increased demands for Child Protection service due 
to a rising level of need and increased complexity of cases into the future. 
Problems faced by families that were associated with children who may be at risk 
were stated to be long-term poverty, unemployment, lower affordability of 
housing, homelessness, substance abuse, family violence, intellectual disability 
and mental health conditions (Community Care Division, 2004a; Office for 
Children, 2005). An indication of the growing complexity and need in the 
community was stated to be the fact that a percentage of children who go into care 
were increasingly coming from families presenting with two or more factors 
impacting their lives. In 1995, 9% of families with children in care presented with 
two or more factors, a figure that rose to 44% in 2002 (Community Care Division, 
2004a). 
In line with the predicted increase in demands a report entitled Protecting 
children: Ten priorities for children’s wellbeing and safety in Victoria which was 
released by the Victorian Government Community Care Division (2004b) 
acknowledged the increase in factors, such as domestic violence and long term 
unemployment in families, which can affect a parent’s ability to care for their 
children’s safety and developmental needs. Increased awareness over the previous 
20 years of the impact of these factors has resulted in ongoing organisational 
changes. The Victorian Government’s recognition of these factors which were 
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projected to continue rising, was negatively impacting families (Office for 
Children, 2005). These factors would result in higher numbers of children and 
families requiring help. This acknowledgement of the changing environmental 
conditions in the community produced a more detailed examination of the 
situation and led to moves to build on the existing reforms. In July 2005, a 
document called Protecting Children: The Next Steps (Office for Children, 2005) 
was released. It contained plans as to how existing strategies were to be reformed 
and was accompanied by a draft of a new Children Act. A new framework formed 
the basis of the reform with a focus supported by a new legislative structure. Later 
in the year, The Child, Youth and Families Act 2005 (State Parliament Sess., 
2005a), and its companion legislation The Child Wellbeing and Safety Act 2005 
(State Parliament sess., 2005b) were passed by the Victorian State Government. 
These pieces of legislation provided the foundation for a different framework, 
which focused on the best interests of children, and aimed to promote children’s 
safety, wellbeing and optimal childhood development. As well, it aimed to 
address the increase in complexity and needs of families. Recent research into 
early childhood development has indicated the importance of early life 
experiences, particularly relationships, on adult outcomes such as psychological 
distress and specific criminal behaviours (Grella, Stein & Greenwell, 2005). The 
early child research provided the basis for the set of ‘Best Interest’ principles that 
emphasised stability with the aim to reduce the cumulative harm on children 
caused by trauma and stress. The Best Interest framework also drew attention to 
the concept of quality assurance by legislating for the accreditation of services 
involved in the Child Welfare network.  
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In the midst of these reforms and current, as well as predicted, increased 
workload and complexity of cases, the question of what encourages a Child 
Protection worker to stay remained unclear. As recruiting and retaining Child 
Protection workers is crucial in meeting the current and predicted demands, 
identifying strategies considered Best Practice in regards to retention of workers 
had the potential to improve retention.  
Staff Retention 
The Department of Human Services in Victoria plays a key role in 
protecting children and young people at risk. To fulfil this role DHS requires a 
skilled workforce of qualified people to work in Child Protection services. DHS is 
a public organisation that exists to fulfil the need of caring and supporting 
children and families. It is driven by service goals rather than economic goals. 
The reasons why people choose to stay in a public organisation, such as DHS, 
may relate to the reasons they were originally attracted to a job in the public 
service, that is, they are driven by service related goals, rather than economic 
goals.  
The recognition by DHS of an increased environmental or societal need 
for the delivery of Child Protection services has been linked with the fact that high 
employee turnover is a crucial element negatively influencing service delivery 
goals to clients (i.e., meeting the current and anticipated client demand). An 
inability to maintain a stable healthy workforce has been associated with poorer 
client outcomes due to disrupted relationships between case workers and clients 
and their families as well as lack of services, particularly in rural areas (Lonne & 
Cheers, 2004). Turnover also has implications for both the employer and 
employee. For the employer there are costs related to: losses and costs incurred 
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during the period of vacancy such as advertising and interviewing; during the 
hiring and orientation period such as induction, training, and setting up the person 
on the organisational system; as well as hidden costs such as lower workforce 
morale and loss of organisational knowledge (Graff & Hill, 2000; Mitchell, 
Mackenzie, Styve & Gover, 2000). For the employee there may also be costs: 
personal costs, such as loss of work-based relationships; or monetary costs, such 
as loss of long service leave. Other costs to the employee may be related to the 
reasons for leaving and may also include costs to personal wellbeing, such as 
decreased confidence and health in the form of stress or secondary trauma.  
Previous Strategies in Dealing with Retention and Turnover  
DHS has implemented many strategies to address the issue of obtaining 
and maintaining a skilled workforce. Strategies have included changing the 
recruitment criteria for Child Protection workers to include other professional 
disciplines such as psychology and non-tertiary trained persons, international 
recruitment, increasing staffing levels, changing organisational processes and 
using continuous evaluation to refine organisational processes. While these 
strategies have attempted to address the issue of recruitment and turnover, these 
issues are still recognised as ones that require monitoring. Despite these new 
strategies, turnover of Child Protection Workers remains at approximately 25% 
across Victoria (Wooldridge, Office of the Premier, 2011).  
DHS Structure 
An examination of the organisational structure in which the workers are 
employed to undertake their role of protecting children, and in which the changes 
briefly outlined above had taken place, assists in understanding work-related 
factors that influence a worker’s choice to stay. So before commencing the 
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investigation in Child Protection a background examination of DHS’s social 
structure was undertaken to provide a contextual framework. Chapter four 
provides the overall structure of DHS and dimensions of the social structure of the 
organisation. Internal relationships between people are described using the 
concepts of differentiation or the division of labour, vertical and horizontal 
differentiation, centralisation of decision-making and team structure at the 
departmental level. The pattern of relationships between Child Protection and 
external organisations was described using a network diagram. The social 
structure of DHS and Child Protection provided a picture of how people are 
arranged between positions and teams and how relationships have been 
determined within DHS. Understanding the context in which Child Protection 
workers undertake their job role is important to understanding what aspects of the 
organisational context may contribute to the retention of workers.  
Child Protection Workers 
Implementing and having Best Practice in relation to retention may also 
require a fit between the organisation and the people it employs. The view was 
taken in this thesis that people in an ideal world self-select themselves into jobs 
through their personalities and interests, and that occupations contain people with 
similar personalities and interests (Holland, 1973; 1985; Lokan & Taylor, 1986; 
Shears & Harvey-Beavis, 2001). For example, people who choose to work in the 
area of Child Protection may have different interests from people selecting to 
work in more lucrative commercially based jobs, or those seeking a career in 
management within a government organisation. However, that this self-selection 
may depend on practical considerations such as the availability of a job which 
best fits their personality and interests. In addition it is suggested, the more a 
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person’s workplace reflects their personality and interests, the more psychology 
suited and comfortable a person is within the organisation and the more 
vocationally satisfied and stable a person is likely to be (i.e., retention). A 
person’s behaviour is therefore the result of the reciprocal interactions between 
the person’s personality and interests and other person’s employed as well as 
interactions with their organisation or environment. The relevance of these ideas 
to the current study is whether the congruence between Child Protection workers 
and Child Protection management as well as between a Child Protection worker 
and Child Protection/DHS impact on the retention. Therefore based on these 
considerations, it was deemed important that examination of the attitudes and 
perceptions of both Child Protection management and Child Protection workers 
was necessary as well as an organisational analysis. 
Initial Case Study in a Non-metropolitan Area to a State wide Study 
Due to the funding and requirements of DHS as well as the political 
environment, the project started as a case study conducted in a non-metropolitan 
area called Barwon South Western located in Victoria, Australia (see Chapter four 
for more detail). Within this region Child Protection operates out of three main 
offices, one in a larger regional town (~190,000 people) and two in smaller rural 
towns, one about two and a half hours, and the other about three and a half hours 
drive from the regional town. The organisational analysis (Chapter four), current 
Child Protection interview study (Chapter five) and ex Child Protection workers 
interview study (Chapter six) were conducted in this regional area. 
Later in the project DHS decided they wanted to expand the study across 
the whole of Child Protection which resulted in the project covering all regions of 
Victoria, as the organisation has offices across the state. This meant that the 
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management interview study (Chapter seven) and the staff survey study (Chapter 
eight & Chapter nine) included both metropolitan and non-metropolitan areas.  
Mixed Methods 
Complex research situations require complementary research 
methodology. Research methodology has multiple forms and serves different 
situations. In this project research methodology was mixed, that is qualitative and 
quantitative data were combined. This enabled the contributions of different 
methodological perspectives with their complementary strengths and non-
overlapping weaknesses (Brewer & Hunter, 2006) and enriched the understanding 
of the retention of Child Protection workers (Greene, Sommerfield & Haight, 
2010). The intended purpose for mixing the methods was for the ‘development’ of 
a model of retention for Child Protection that is the data from one method was 
used to inform another method (Greene, Sommerfield & Haight, 2010).  
In this project an inductive approach was initially taken. The first study 
involved interviewing 16 Child Protection workers who, at the time they were 
interviewed, were working in Child Protection Barwon South Western region. 
Sixteen workers out of a population of 55 workers were interviewed. The second 
study interviewed six ex-Child Protection workers who responded to a flyer 
advertising the study in the same region. The population of ex-Child Protection 
workers from which these six ex-workers were drawn was not known. Using these 
studies provided a breadth of data from which to draw generalisable speculations, 
which in this case were factors that may influence retention (Sadava & McCreary, 
1997).  
The speculations or factors identified from these studies were then 
constructed into a model. An instrument was then designed to cover the factors 
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and themes identified in the studies. Similarly the ideas, specific language and 
terminology for the questions were drawn from the qualitative data. The 
instrument was pre-tested and then judged by experts in the fields of 
organisational psychology and Child Protection. A quantitative correlational 
design was then employed to determine the magnitude and direction of a 
relationship, if any, of the factors with the retention of Child Protection workers. 
The instrument was distributed to all Child Protection workers across DHS (i.e., 
1057 questionnaires were posted) in a staff survey study (n=160). Binary Logistic 
Regression and Multiple Linear Regression were used to analyse the data from the 
survey study.  
Specific Aims 
From the discussion with the staff at DHS, the project steering committee 
and the supervision team, together with insights gained from searching the 
literature, it was decided to use an inductive approach with a predominately 
qualitative research methodology to identify the issues as perceived by Child 
Protection workers. Further, due to the differences between people who choose to 
work in welfare addressing the needs of difficult clients, and those who seek to 
move into more managerial positions, it was decided to interview both those 
working (i.e., current Child Protection workers) or who have worked with clients 
(i.e., ex Child Protection workers) and management. This was followed by the 
development of and testing of a retention model using a quantitative study. 
Therefore the specific aims for the project were to: 
1. To develop a theory-based, empirically-driven retention model for Child 
Protection Workers; 
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2. To develop a instrument to test the retention model for Child Protection 
Workers; 
3. To preliminary test the retention model for Child Protection using the 
instrument;  
4. To develop recommendations concerning Best Practices for the retention of 
Child Protection workers. 
 
Overview of Chapters 
This thesis contains 10 chapters. The current chapter provides an overview 
of the project and covers the origins of the project, its context and aims of the 
thesis. Chapter two reviews a number of prominent theories that have influenced 
the direction of the turnover literature. Chapter three is a review of literature that 
has investigated turnover or retention in the child welfare sector. Chapter four 
describes the organisation in which the research study was conducted. The overall 
organisation is discussed as well as Child Protection and its workers - the research 
population. The recruitment and role of Child Protection workers, their clients, as 
well as their model of intervention and philosophy at the time of this analysis are 
outlined. The social structure of the organisation as well as Child Protection are 
analysed against the dimensions of social structure: complexity, formalisation, 
centralisation, span of control, and size. In addition, an environmental network 
diagram is presented which identified the social relationships Child Protection had 
with external stakeholders. This chapter provided the context in which people 
employed in Child Protection had to undertake their role or job tasks at the time 
this research was being undertaken. The next three chapters discuss interview 
studies in which three groups of people were interviewed to ascertain their 
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perception of retention and turnover of Child Protection workers. Chapter five 
reports on an interview study that aimed to understand what it is like to work in 
Child Protection from the worker’s point of view. The study aimed to identify 
what may be influencing the retention and turnover of workers. Chapter six 
discusses interviews with ex Child Protection workers that are those who had 
worked in Child Protection and have left the organisation. The aim of this study 
was to discover the perceptions of ex-workers to explore if they differed from the 
workers still employed in the organisation and to discover why they had left and 
what would have made them stay. Chapter seven reports interviews with 
managers who work in Child Protection to obtain their perspective of retention 
and turnover in Child Protection and approaches undertaken by themselves and 
the organisation. Chapter eight then explains the development of a staff 
questionnaire constructed from the qualitative data gathered. Chapter nine 
discusses the administration of the questionnaire and analyses undertaken to 
preliminary test the retention model developed. Chapter ten considers the 
implications of the research findings and notes recommendations for both 
organisational practice and further research.  
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CHAPTER 2: RETENTION AND TURNOVER 
Individuals are part of many different social systems. These systems of 
cooperative human activities are generally called ‘organisations’ (Barnard, 1938). 
Individuals are increasingly faced with choice in regards to organisations, 
beginning with choosing to become a member, staying and choosing to leave. The 
multitudes of decisions made during organisational membership are important for 
both the individual and the organisation. While individuals can be part of a large 
number of organisations (i.e., work and non-work) this project is interested in the 
area of work-related organisations and the processes involved in the decision to 
stay in such organisations, or retention.  While the focus of this project is retention 
the literature has focused on why people leave or turnover. Therefore, before 
looking at the specific research and aspects of retention and turnover in Child 
Protection, the turnover research will be examined.  
Definition of Turnover 
Turnover has been defined by Mobley (1982) as ‘the cessation of 
membership in an organisation by an individual who received monetary 
compensation from the organisation’ (p. 10). This definition will be used to 
distinguish from other non-monetary and non-work circumstances where 
individuals move across the boundaries of a social system (Price, 1977). Turnover 
is further described as voluntary (usually employee initiated) and involuntary 
(usually employer initiated) (Mobley, 1982).  
Voluntary turnover has been the focus of much research as (a) most 
turnover is voluntary, (b) it would be difficult to explain both voluntary and 
involuntary turnover in a single theory, and (c) voluntary turnover is assumed to 
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be more controllable as the organisation has the opportunity to address factors that 
may impact the decision to leave, such as opportunities for advancement or pay 
(Price, 1977). Due to the high costs associated with turnover, the turnover 
literature has therefore concentrated on those who voluntarily leave, particularly 
the good to high performers.  
In the current project the factors that influence the worker’s choice to stay 
or leave are the focus, therefore only theories that attempt to explain voluntary 
turnover are considered. This chapter presents the definition of ‘turnover rates’ 
and an overview of influential theories from the last 70 years.  
Turnover Rates 
Turnover rate is defined as the number of employees out of the total 
number of employees who leave an organisation over a period of a year. This rate 
is used to monitor the changes in organisational staffing levels, with lower rates 
reflecting more successful staff retention. Turnover rates can be broken down into 
two broad categories, those who voluntarily leave and those who do not 
voluntarily leave (e.g., due to downsizing, retrenchment, contract non-renewal).  
Influential Theories 
Turnover research has investigated reasons why individuals voluntarily 
leave or conversely stay at their jobs. The underlying assumption has been that 
some set of variables, or combinations of variables, cause turnover, which implies 
that understanding these variables and how they are inter-related will lead to ways 
or strategies that entice individuals to stay. The proposed theories look at ‘why’ 
workers leave by identifying the factors that influence decisions to leave and 
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‘how’ they decide to leave, which postulates the sequences of events or the 
process by which turnover occurs (Maertz & Campion, 2004).  
Research into turnover has long been an area of interest (e.g., Barnard, 
1938). Three main fields of enquiry have investigated the phenomenon of 
turnover: economic, psychological and sociological. According to Mueller and 
Price (1990) the economic view of turnover is that the decision to leave is based 
on a cost-benefit assessment. It is a rational decision and includes consideration of 
the key variables of pay, job market and training. The psychological view of 
turnover is based on the orientation of the individual workers and their individual 
expectations in relation to variables such as job satisfaction, organisational 
commitment and pay. The sociological view of turnover highlights the structural 
conditions of the work setting with concepts such as the distribution of power and 
embeddedness. It also views satisfaction and commitment as important 
intervening variables between structural conditions and the decision to leave 
(Mueller & Price, 1990).  
While different fields of enquiry investigate turnover, this review focused 
on the psychological view of turnover, which was founded on work of the 
management theorist Barnard (1938). The psychological view was chosen due to 
the researcher’s interest in this theoretical view to explain human behaviour. 
Within the field of psychology there are numerous models attempting to explain 
turnover, however there have been few theories that have impacted the direction 
of turnover research. In this section a historical overview of some of the theories 
that have impacted the direction of research, the models and their ideas will be 
briefly reviewed in chronological order as well as two other models that view 
turnover in alternative ways: Barnard (1938); Simon (1945); March and Simon 
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(1958); Porter and Steers (1973); Mobley (1977); Mobley, Griffeth, Hand and 
Meglino (1979); Lee and Mitchell (1994); and Hart and Cooper (2001). 
The Early Theories 
Barnard (1938), Simon (1945), and March and Simon (1958) represent the 
theorists who provided the foundational concepts that influenced the direction of 
subsequent turnover research. Barnard, an American management theorist, 
suggested that by paying attention to the motivation of the workers and the 
communication of goals, executives could integrate work efforts more effectively 
and produce a cooperative social system (Hatch, 1997). Simon’s (1945) work 
built on Barnard’s (1938) idea that motivation influenced a worker’s choice to 
participate and was affected by organisational incentives. March and Simon 
(1958) extended these ideas further, from the perspective of human problem 
solving and rational human choice, and included a turnover model, which 
attempted to explain the decision to ‘quit-stay’.  
Barnard spent most of his working life (nearly 40 years) in the American 
Telephone and Telegraph company, predominately as an executive (Barnard, 
1968). Barnard’s book The functions of an executive (1938) represented his 
concepts, thoughts and experiences of being an executive. In his book, he 
discussed a theory of incentives and introduced a non-economic motivational 
element. Incentives were seen as essential to organisations, as people need to 
contribute their individual efforts within a cooperative system. The idea was that 
an individual must be induced to cooperate through adequate incentives, and from 
the organisation’s perspective it is about discovering and offering these 
inducements. The inducements can be objective or subjective. Objective 
inducements are organisational processes offering incentives. Incentives include 
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specific inducements such as material inducements (e.g., money, physical 
conditions), personal non-material opportunities (e.g., prestige, personal power), 
desirable physical conditions or general inducements such as the opportunity to 
enlarge participation. Barnard believed that material inducements were 
insufficient and that subjective inducements were also needed to induce or 
motivate the individual to cooperate in organisational life by contributing their 
individual efforts. Subjective inducements were used as a method of ‘persuasion’ 
and were seen to be particularly important to an organisation if they did not have 
the resources to supply objective resources. The three forms of persuasion were: 
(1) Creation of coercive conditions, (2) Rationalization of opportunity, and (3) 
Inoculation of motives. The ‘Creation of coercive conditions’ was used to both 
exclude and secure the individual’s cooperation, for example by withholding 
specific benefits or dismissing an employee. The ‘Rationalization of opportunity’ 
was the argument that the individual should be, or ought to be for their own 
interests, connected to the organisation or group. The ‘Inoculation of motives’ 
include formal, informal and indirect persuasive processes that target the 
individual’s motives and emotions, for example, suggestion, imitation, or habitual 
attitudes that are related to motives and emotions of the individual (Barnard, 1938, 
p. 149).  
The ideas presented by Barnard (1938) imply that organisational 
behaviour can be influenced by inducements supplied by the organisation. 
Barnard argues that motivation can induce improved performance via a ‘buy in’ to 
the organisation. These ideas also suggest that inducements, particularly 
persuasive inducements, may operate at different levels (i.e., individual, group 
and organisational). 
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In 1945, Simon published a book entitled Administrative behavior: A study 
of decision-making processes in administrative organizations. Simon incorporated 
the idea of inducements, participation and a concept called equilibrium adopted 
from Barnard’s book (1938). Simon stated that organisations supply inducements 
in return for an individual’s contribution to the organisation. This produces an 
equation, in which if the inducements and the contributions are in equilibrium, 
then the organisation survives and grows. The inducements include the 
organisational goals, the success of the organisation as well as other incentives. 
The equilibrium, which is essential to organisational survival, is in the control of a 
group who has the responsibility for the life of the organisation. Simon’s (1945) 
work further developed the idea that motivation to participate is influenced by 
incentives that the organisation can offer, as well as the survival of the 
organisation itself and that this exists in an equilibrium process.  
Following on from Simon’s book (1945), an influential book by March 
and Simon entitled Organizations (1958) attempted to produce a coherent 
summary of the accepted knowledge on organisations, particularly as at that time 
much of what was accepted about organisations stemmed from the practical 
experiences of executives. The book defined organisational structure and its 
functions from the perspective of human problem solving and rational human 
choice (Barnard, 1968). It included a turnover model, which attempted to explain 
the decision to ‘quit-stay’. Over the next 30 years the ideas proposed in this book, 
in relation to turnover, formed the basis of a large amount of turnover research 
(e.g., Jackofsky & Peters, 1983).  
March and Simon’s (1958) ideas on turnover were based on the 
‘withdrawal’ model which assumed that unfavourable job and work attitudes lead 
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to withdrawal behaviours, such as turnover (Johns, 2001). They also assumed that 
this process was based on a rational human choice and used the terminology, the 
decision to participate (March & Simon, 1958, p. 83). This was at the core of the 
‘theory of organization’s equilibrium’ (Barnard, 1938; Simon, 1945), and is a 
theory based on motivation with statements of conditions which assist the 
participants to commit and ensure the organisational survival. The basic ratio of 
the equation was: 
Inducements  
=
 
The decision to participate Contribution 
The balance is influenced by the ‘perceived desirability of leaving the 
organisation’ and the ‘perceived ease of movement from the organisation’ (March 
& Simon, 1958, p.93). Each of these perceptions was seen as having a number of 
influencing factors, one of which is satisfaction with the job. The concepts of 
perceived desirability to leave and ease of movement and the factors stated as 
influencing these perceptions (e.g., satisfaction) extend the work of Barnard 
(1938) and Simon (1945).  
The ideas and models of the early theorists, Barnard (1938), Simon (1945), 
and March and Simon (1958), formed the basis of subsequent turnover research 
(e.g., Jackofsky & Peters, 1983). The idea of inducements motivating workers 
(Barnard, 1938) and that survival of an organisation was influenced by an 
equilibrium between inducements and contributions (Simon, 1945) led March and 
Simon (1958) to propose the psychological processes associated with 
organisational withdrawal. They introduced the concepts of perceived desirability 
of leaving and the perceived ease of movement as well as the idea of satisfaction 
as an affect measurement of unmet expectations. The basis of the March and 
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Simon model (1958) was that each individual has a unique set of expectations 
which, if not met, leads to withdrawal cognitions and to withdrawal behaviour.  
 Application of Models 
The ideas from the early theorists have been incorporated in many ongoing 
ways, particularly the idea of individual expectations, satisfaction, perceived 
desirability of leaving and perceived ease of movement (Mobley, 1977; Mobley et 
al., 1979; Porter & Steers, 1973). 
Process Theories 
Porter and Steers (1973), Mobley (1977) and Mobley et al. (1979) 
represented an influential shift of focus in turnover research from the search for 
factors influencing turnover to the steps involved in the process of turnover. 
Porter and Steers (1973) incorporated the concept of met expectations and 
intention to leave as part of the withdrawal process, with the challenge that more 
research in the process of withdrawal was needed. Mobley (1977) took up the 
challenge and proposed a heuristic model called Intermediate Linkage Model, 
which was amended and defined in 1979 by Mobley et al. 
In 1973, Porter and Steers published a review of turnover research with a 
model that was based on the role of met expectations. The review critically 
evaluated the previous 10 to 12 years of turnover research and therefore covered 
most of the period since the March and Simon (1958) work. Factors identified in 
the turnover research were categorised into four areas: organisation-wide; 
immediate work environment factors; job related factors; and personal factors. 
The authors proposed, as a consequence of their review, that expectations are 
critical in the withdrawal process. That is, each individual brings a set of unique 
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expectations to the job, each expectation has value or a level of importance, and 
depending on the importance, unmet expectations impact job satisfaction and the 
withdrawal process. The general idea was that the decision to participate or 
withdraw is based on an equilibrium between rewards (received or potential) and 
desired expectations. The authors also postulated that ‘intention to leave’ might be 
part of the withdrawal process, that is, unmet expectations lead to job 
dissatisfaction, then to ‘intention to leave’, which may lead to turnover.  
The concept of met expectations and the idea that intention to leave may 
be part of the withdrawal process (i.e., expressed intentions concerning future 
participation) led to the consideration of these ideas in the research that followed. 
In 1977, Mobley proposed a turnover model called the Intermediate Linkage 
Model which outlined a decision making process of employee withdrawal 
behaviour. The aim of the model was to extend the focus of research beyond the 
relationship between satisfaction and turnover. Mobley postulated that 
dissatisfaction produces thoughts of quitting which may lead to consideration of 
both the value of searching for a new job and the cost of quitting (i.e., perceived 
ease of movement; March & Simon, 1958). The perceived ease of movement, if 
easy, initiates a job search, and alternatives are evaluated and compared to the 
current job. If comparisons to the current job favour the alternative job, then an 
intention to quit may result, this can lead to a decision to quit (Porter & Steers, 
1973). The process presented by Mobley was based on the assumption that job 
satisfaction predicts turnover but the relationship while consistent is not a strong 
relationship. Mobley also stated that the steps and sequence in the decision 
process might vary between individuals as well as the degree to which the 
decision is made rationally or subjectively.  
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Research into the Intermediate Linkage Model has shown varying results. 
For example, Mowday, Koberg and McArthur (1984) invited 267 hospital and 
302 clerical American workers to complete a survey and one year later collected 
actual turnover data. The individual dependent variables as well as withdrawal 
cognitions (intention to stay, intention to search and desire to leave), mobility 
cognitions (perceived ease of movement, probability of finding a new job), and 
organisational commitment were examined to see how well they predicted 
turnover in the two samples of workers. The results indicated that, in general, the 
best predictor of turnover was ‘intention to stay’ and that the impact of 
organisational commitment was via ‘withdrawal cognitions’. The authors 
concluded that the proposed process, namely that job attitudes lead to withdrawal 
cognitions, which lead to turnover, had been supported. However, the specific 
relationships within the model were mixed with different work groups showing 
different patterns.  
Mobley, Griffeth, Hand and Meglino (1979) expanded upon the Mobley 
(1977) model by defining variables and specifying factors (see Figure 2.1). 
Satisfaction, attraction and expected utility of ‘present job’ and ‘alternative jobs or 
roles’ formed the three key variables and can be seen in the circles in Figure 2.1: 
(1) ‘Satisfaction’ was defined as an affective response to a current evaluation of 
the job; (2) ‘Attraction and expected utility of present job’ was explained as 
involving a future aspect in relation to expectations of future job outcomes and 
keeping the current job, and the probability these expectations will be met in the 
future; and (3) ‘Attraction and expected utility of alternative job or roles’ was 
explained as involving a future aspect in relation to expectations of future job 
outcomes and attainability of alternative jobs or roles. The three key variables 
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were postulated to lead to an intention to search and quit, and then to turnover 
behaviour.  
The remaining parts of the model can be seen in Figure 2.1. Antecedent 
factors, while not defined in the model, were stated as having an impact on the 
process through individual perceptions, expectations and values. The antecedent 
factors were organisational, economic or labour market, as well as occupational 
and personal variables. Moderating variables such as centrality of non-work 
values or contractual constraints were also added to the model.  
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Figure 2.1: Representation of the Model of the Employee Turnover Process Proposed 
by Mobley, Griffeth, Hand and Meglino (1979, p 517) 
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Mobley et al.’s (1979) model of the psychological process of withdrawal 
and turnover built on the work of earlier theorists (e.g., March & Simon, 1958) 
and on Price (1973) and Mobley (1977). The advantage of the Mobley et al. 
(1979) model is that it tried to capture the complex nature of turnover. The 
disadvantage is that it is difficult to test the entire model in any one study and has 
resulted in researchers testing only sections of the model. For example, Michaels 
and Spector (1982) invited a convenience sample of permanent employees of an 
American community mental health centre to complete a questionnaire (n=112). 
Six months later turnover statistics were obtained and used to investigate which 
organisational and individual variables lead to job satisfaction and organisational 
commitment, and if together with perceived alternative employment opportunities 
they lead to intention to quit and turnover. Results indicated that in general the 
process was supported with the model explaining 19% of the variance associated 
with turnover. Specifically age, perceived task characteristics and the perceived 
consideration of the supervisor, led to levels of satisfaction and commitment, 
which impacted intention to quit and turnover.  
Application of Models 
Since publication of the process models, particularly Mobley et al. (1979), 
psychological turnover research has focused on these models and the ideas on 
which they were founded (Hom & Griffeth, 1991).  
Changes in Direction 
Lee and Mitchell (1994) and Hart and Cooper (2001) represent new 
thoughts about the process and factors involved in turnover. Lee and Mitchell 
(1994) used a cognitive decision making model called Image Theory (Beach & 
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Mitchell, 1987) as the basis of the Unfolding Model of Voluntary Turnover. Hart 
and Cooper (2001) combined health and organisational psychology to present an 
Organisational Health model. The Organisational Health model proposed factors 
that influence organisational outcomes, one of which is turnover, and is an 
alternative way to view the process of turnover. 
The Unfolding Model of Voluntary Turnover 
Image theory is a cognitive decision making theory that considers an 
individual’s values, plans and future goals (Reed, 1996). Image theory rests on 
five general assumptions: (1) evaluation is rarely extensive; (2) rarely are there 
many choices; (3) behaviour is pre-programmed to a large extent; (4) those who 
make decisions have a set of strategies at their disposal to aid in decision making; 
and (5) the unquestioning support for the economic view of decision making has 
been abandoned by experts (Lee & Mitchell, 1994).  
Image theory uses the concept of knowledge structures called images. 
These structures contain the knowledge or images about the individual and the 
goals they would like to achieve (Reed, 1996). Three kinds of images are said to 
guide decision making: value, trajectory and strategic images. Value images are 
an individual’s images (i.e., knowledge structures) about basic beliefs and values. 
Trajectory images are those images related to a future agenda and life goals.  
Strategic images relate to a set of behavioural tactics and strategies for achieving 
the life goals. Individuals are said to be continually receiving information that 
may influence decisions, the incoming information is screened against their 
‘images’ to determine (i.e., an evaluation) whether it will become an option in an 
individual’s decision process and course of action.  If the information (i.e., 
behavioural options) passes the screening process, then the information can be 
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used to make a decision. The entire process varies in the amount of cognitive 
effort used. 
Lee and Mitchell (1994) used aspects of image theory to understand 
turnover decisions and propose their theory. They stated that a ‘jarring’ event, a 
shock, results in a person thinking about the event and its connection to their job, 
which may lead them to consider the action of leaving their job. A shock needs to 
produce job related deliberations, it may or may not be a surprise, it may be 
neutral, positive or negative, or contain elements of all three and essentially 
shakes the employee’s equilibrium. Employees interpret the shock using a social 
and cognitive framework, which includes the organisational culture. Examples of 
shock are an organisational buyout, becoming pregnant unexpectedly, missed 
promotion or the retirement of a partner (i.e., work and non-work shocks). 
Shock(s) set in motion cognitive processes, which can lead to three different 
decision paths and may lead to voluntary turnover (Table 2.1 & Table 2.2). A 
fourth decision pathway was also included in the model which can lead to 
voluntary turnover but is a decision pathway that is not initiated by a shock (Table 
2.1 & Table 2.2).  
Table 2.1  
A Heuristic Summary of the Unfolding Model 
Mental 
Deliberations 
Shock 
Present Absent 
Minimal Decision Path #1:  Script driven ---- 
Moderate Decision Path #2:  A push decision Decision Path #4A:  Affect initiated 
Extensive Decision Path #3:  A pull decision Decision Path #4B:  Affect initiated 
Note: Source Lee & Mitchell, 1994, p70.  
As can be seen in Table 2.1 concepts and constructs from market-pull 
(concepts external to employee) and psychological-push (constructs internal to 
 
28 
employee) approaches as well as affect and pre-programmed behaviour can be 
part of the decision process. Each decision path has different characteristics and 
addressed the authors’ concerns that turnover theories are too simple. Table 2.2 
provides the characteristics of the four decision paths. Lee and Mitchell (1994) 
include the familiar March and Simon’s (1958) concepts of perceived desirability 
of movement (i.e., satisfaction) and the perceived ease of movement concept (i.e., 
number of perceived job alternatives).  
Table 2.2 
Characteristics of the Decision Paths  
 Decision Path 
 1 2 3 4 
Shock yes yes yes no 
Sign of Shock* +, 0, - - +, 0, - N/A 
Matching 
Frame 
yes no no N/A 
Evaluation of 
images 
no yes 
Fit judgment 
yes 
Fit judgment 
yes 
Fit judgment 
Relative job 
dissatisfaction 
no yes yes yes 
Search for job 
alternatives 
no no yes no yes 
Evaluate job 
alternatives 
no no yes  
Fit judgment 
& rational 
analysis 
no yes 
Fit judgment 
& rational 
analysis 
      
Quit decision Automatic Controlled Controlled Controlled Controlled 
Note: Source Lee & Mitchell, 1994, p60. *Sign of Shock can be positive (+), neutral (0) or 
negative (-). 
Lee and Mitchell’s turnover theory (1994) attempted to address the 
complexity of turnover by proposing a more complex model. Shocks may result in 
a scripted behaviour response or a considered response. The theory also included 
the concept that decisions are made over time, so theories need to reflect and 
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enable measurement at different points along the process. The decision paths 
included March and Simon’s (1958) ideas, conceptualised as the satisfaction and 
perceived number of job alternatives. Lee and Mitchell (1994) concluded their 
article with the comment that new turnover theories are needed.  
Studies Which Have Used the Unfolding Model of Turnover 
Lee, Mitchell, Wise and Fireman (1996) designed a questionnaire that 
investigated the processes as described by the unfolding model (Lee & Mitchell, 
1994). They found that 55% of a group of American nurse’s voluntary turnover 
(n=44) could be explained by traditional turnover models (e.g., job satisfaction 
and commitment) and 45% which could not be easily explained by the existing 
theories. They also found that shocks (positive and negative) played a key role in 
the decision to leave (i.e., 58%). Future studies focusing on the time between 
thinking about quitting and making the decision to quit as well as the time 
between decision to quit and quitting were suggested.  
Morrell, Loan-Clarke and Wilkinson (2004) used the key feature of the 
unfolding model, the idea of a ‘shock’. In their study they applied the concept of a 
shock as an explanation or the link between how organisational change influences 
turnover. National Health Service nurses (n=352) from the UK who had left their 
job, completed a questionnaire which contained questions on whether they had 
experienced a shock, the influence of this shock on their decision to leave, the 
salience of the shock on their decision to leave, and the avoidability of the 
decision, which referred to the organisation’s role in the participant’s decision to 
leave. The results were that 44% indicated a single event had led them to thoughts 
of leaving, and that this event or shock was described as the main or 
overwhelming influence in their decision to leave. More salient shocks were the 
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ones that usually influenced the decision to leave and were classified as those that 
were usually more avoidable.  
Application of Model 
The unfolding model of voluntary turnover is based on a theory of 
decision making (Lee & Mitchell, 1994). It assumes that people leave the 
organisation in different ways and provides five basic pathways along which a 
decision to leave may occur. The model is very complex and as such is difficult to 
test in its entirety at any one time. However, as can be seen in the Morrell et al. 
(2004) study, concepts within the theory provide alternative investigative avenues. 
For example, shocks may be an important issue in organisational change. A 
particular element of an organisational change, such as a new computer system or 
a restructure of teams, could be viewed as a salient shock by an employee and 
contribute to a decision to leave.  
Organisational Health Framework 
In 2001 Hart and Cooper acknowledged the lack of integration of 
occupational stress theories and organisational psychological theories. To address 
this Hart and Cooper integrated individual and organisational characteristics, and 
proposed an Organisational Health Framework. The purpose of the framework 
was to focus on both employee well-being and organisational performance. At the 
core of the framework are Individual and Organisational Characteristics, 
Employee Well-being and Organisational Performance factors connected in 
equilibrium with associated feedback loops within the context of Government, 
Shareholders, Partners and Customers (Figure 2.2). Employee well-being was 
stated to depend on ‘job satisfaction’, ‘individual distress and morale’ and ‘group 
distress and morale’ (Figure 2.3). The Individual and Organisational 
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Characteristics, and Organisational Performance factors are listed in Table 2.3 (on 
page 43).  
While Hart and Cooper’s theory (2001) was not developed exclusively to 
explain turnover, but a range of organisational performance measures one of 
which is turnover (see Table 2.3), it provides an alternative view to investigating 
turnover. Since March and Simon’s work (1958) most of the research has focused 
on the concepts of perceived ease of movement and desirability to leave. These 
are usually operationalised as number of alternative jobs available and satisfaction 
with current job. Indeed, in a review of psychological processes underlying 
lateness, absenteeism and turnover, Johns (2001) stated that the impact of 
satisfaction on withdrawal behaviour such as ‘quitting’ has been the central issue 
studied. Hart and Cooper’s model includes, as part of ‘employee well-being’, the 
concept of job satisfaction. ‘Employee well-being’ also includes distress and 
morale, and is the main link between individual and organisational characteristics, 
and organisational performance (see Figure 2.2). Research in the stress and 
burnout literature indicates that one of the consequences of stress and burnout is 
turnover. For example, Lee and Ashforth (1996) reported turnover intentions were 
correlated with a component of burnout called emotional exhaustion (r = .44), 
which supports the model’s postulated link between well-being and turnover.  
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Figure 2.2: A Heuristic Model of Organisational Health (Hart & Cooper, 2001, 
p100) (Dotted lines indicate possible relationships are expected to be 
comparatively weak) 
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Customers
Individual 
Characteristics 
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Characteristics 
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Individual      
Job 
Individual 
Workgroup 
Figure 2.3: A Model of Employee Well-being (‘+’ indicates a positive 
relationship, ‘-‘ indicates a negative relationship) (Hart & Cooper, 
2001, p. 102). Note: This model fits into the employee well-being box 
in Figure 2.2. 
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Table 2.3  
Factors Postulated to Influence Organisational Performance 
Factor Groupings  
Organisational Personal Employee       
Well-being 
Organisational 
Performance 
Organisational 
Climate* 
Work Experiences 
(Positive & Negative) 
Distress Compensation Claims
 Focused Coping 
(Emotion & Problem) 
Job Satisfaction  Contextual 
Performance 
 Extraversion Morale Customer Satisfaction 
 Emotionality**  Medical Expenses 
 Sociability  Absence (Sickness) 
   Turnover 
Note: *Organisational Climate includes factors such Appraisal & Recognition, Co-worker 
Interaction, Employee Development, Goal Alignment, Participative Decision-Making, Role 
Clarity, Supportive Leadership, Work Demands. ** Labelled ‘Neuroticism’ in Hart & Cooper 
(2001) later articles refers to this factor as emotionality (Cotton & Hart, 2003; Hart & Cooper, 
2001) 
Most of the past turnover research has assumed that turnover results from 
a rational decision-making process, with affect if included, influencing 
satisfaction (e.g., Mobley et al., 1979). The more recent Lee and Mitchell’s (1994) 
Unfolding Model included the concept of affect in one of their decision paths (i.e., 
Decision Path 4A and 4B, see Table 2.2). Affect is included in Hart and Cooper’s 
model (2001) in the form of emotion focused coping and emotionality. It also 
includes factors previously not considered in mainstream turnover literature, such 
as personality. Mobley et al. (1979) did list ‘personality’ as an antecedent to 
satisfaction, but with no explanation as to how they are linked.   
The Organisational Health framework includes at its core, both group and 
individual levels of analysis of distress and morale (see Figure 2.3). The model 
therefore can be applied to individuals or teams, as well as to the broader 
analytical context of organisational policies and procedures. If however, applied at 
an organisational level, factors such as economic environment and government 
policies represent the broader context.  
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A Study Which Has Used the Organisational Health Framework  
In subsequent Australian research using the Hart and Cooper model 
(2001), emotionality (i.e., originally labelled ‘Neuroticism’ in Hart & Cooper, 
2001) followed by low morale were found to be the strongest predictors of 
withdrawal behavioural intentions in a sample of 420 Victorian police officers 
(Cotton & Hart, 2003). This indicated that low morale, for example lack of 
enthusiasm, energy, pride and team spirit, may be involved in withdrawal 
behaviour.  
Application of Model 
Vocational satisfaction has been linked with the congruence between the 
personality of the person and their work environment (Holland, 1973; 1985; 
Lokan & Taylor, 1986; Shears & Harvey-Beavis, 2001). Cotton and Hart’s (2003) 
results indicated that personality, measured as emotionality of the person, was the 
strongest driver in withdrawal intentions in police officers. As a group, police 
have the legislated responsibility to protect the public; Child Protection has the 
narrower legislated responsibility to protect children. They both work in the 
public sector in a legislative environment. Perhaps one explanation for the results 
found in Cotton and Hart’s study (2003) is that the congruence between the 
personality or emotionality of people who choose to protect people and the job 
that they do, with the public legislative environment of the Police and Child 
Protection, is low. That is, a lower congruence between personality and the 
environment is associated with lower morale, which was the second strongest 
predictor of withdrawal intentions in the Cotton and Hart study (2003).  
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Summary and Implications 
A theory according to Cohen (2003) involves a set of theoretical 
statements that are characterised as universal, abstract and conditional, but which 
are non-empirical. These theoretical statements should allow the logical 
generation of observable statements within a set of defined parameters. Testing of 
a theory should then occur under different conditions to evaluate the theory. This 
chapter has outlined a number of theories of turnover that over time have been 
tested. In examining this body of research it is therefore important to ascertain the 
consistencies of the research under different conditions and time, to decide what 
universal statements can be made in regards to turnover (Cohen, 2003).  
The theorists agree that there are choices; to stay and to leave. Voluntary 
turnover is classified as the choice to leave that rests with the employee. While the 
choice to leave is up to the person, the complexity of this choice actually varies 
with a number of factors impacting on this choice. From the earlier theorists there 
was the strong idea that turnover and retention are about a reciprocal relationship 
between the individual and the organisation, and that this relationship can 
influence the organisational behaviour of retention and turnover. Barnard (1938) 
used the terminology of a theory of incentives to describe the reciprocal nature of 
this relationship, with objective and subjective incentives operating at different 
levels on this relationship. Simon (1945) referred to this relationship as an 
equilibrium in which a positive equilibrium leads to the organisation’s survival. 
March and Simon (1958) went on to postulate some of the factors that impact on 
this equilibrium. They introduced the concepts of perceived ease of movement 
and perceived desirability of leaving. Later researchers have varied to the extent 
that they have conceptualised the choice to leave or stay. The additions of ideas 
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such as met expectations, satisfaction (Porter & Steers, 1973) or cost of quitting 
(Mobley, 1977) have been raised. These concepts all measure or examine aspects 
of relationships. The later theories vary in how they approached turnover and 
retention. Lee and Mitchell (1994) focused on the individual and how they arrive 
at the decision to leave, using a cognitive decision-making model. While this 
model does not focus on relationships, it does talk about satisfaction. The most 
recent theory presented (Hart & Cooper, 2001) is extensively based on 
relationships. Relationships are assumed between the individual, workgroups and 
the organisation as well as external environmental relationships such as with 
shareholders and customers. Pictorially, the authors presented each of the 
relationship paths with positive or negative aspects. This theory suggests that 
organisational climate, personal factors and employee well-being influence a 
range of organisational performance outcomes, one of which is turnover. Thus, all 
the theories over the last 70 years represent the examination of the relationship 
between the organisation and the individual, with some researchers focusing more 
on the individual, and others on both parties in the relationship, the organisation 
and the individual. The main measures of these relationships have been whether 
expectations of the relationship have been fulfilled, and satisfaction with the 
relationship. In addition, the so-called withdrawal cognitions seem to represent the 
affect components of withdrawing from the relationship, that is, ‘should I leave?’ 
Mobility cognitions represent the practical components of leaving such as ease of 
movement, that is, ‘can I leave?’, ‘will I get another job?’  Shocks have been 
raised by Lee and Mitchell (1994) as another additional element in the decision to 
leave. Perhaps a shock, whatever it may be, represents the final event that initiates 
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actually leaving the organisation, thereby severing the employment relationship as 
well as personal relationships within the organisation.   
At the beginning of this chapter it was stated that individuals are part of 
many social systems. To be part of a social situation requires the individual to be 
in relationships with others in the social system. From a sociological position the 
patterns of interactions that result from any form of social encounter are 
influenced by culture (Giddens, 1997). Cultural norms create expectations, of 
which one in Western society is of being cared for in relationships. Observations 
of social encounters and society in general would also suggest that people’s ability 
to care for others they are in relationship with varies. The choice to stay or leave 
the employee relationship seems to be impacted by the same types of factors that 
affect any relationship. It does not seem to matter that it is a work based situation. 
It also raises the question as to what extent the choice to leave or stay is a logical 
rational evaluation or affect based decision.  
The next chapter examines the Child Protection and turnover literature.  
This literature will add to the turnover literature examined in the current chapter 
by providing an understanding of work done in the specific area of child welfare 
and retention and turnover.  
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CHAPTER 3: RETENTION AND TURNOVER OF CHILD PROTECTION 
WORKERS 
As mentioned in Chapter one the focus of this thesis is to examine the 
factors associated with the retention of Child Protection Workers. In the next 
section, literature on turnover and retention of Child Protection workers in 
existence when planning and analysing data from the initial studies (Chapter five 
& Chapter six) were reviewed to determine whether there were job specific or 
contextual influences on this group of workers.  
Since this literature was reviewed in 1996 there has been a surge of 
publications on this issue. A search of Social Services Abstracts on literature 
pertaining to turnover or retention of child protection/child welfare workers 
identified 51 journal articles published in the English language between the end of 
2006 and 2011. This literature will be referred to in subsequent chapters.  
The Literature Search 
Online literature searches were conducted in the following databases: 
Social Services Abstracts and psychINFO. The search terms and combinations of 
terms used were retention, turnover or labor turnover, child welfare and child 
protection. The databases and search terms were chosen based on the initial 
literature searches undertaken in Chapter one. A total of 124 journal articles were 
retrieved using these search terms. Inclusion criteria were being a journal article 
published in the English language, published from 1996 to mid 2006 (i.e., when 
search was undertaken) that included a focus on the issue of turnover or retention, 
and included child welfare, and/or Child Protection workers in the populations 
being considered or discussed. Twenty-nine articles were identified that met 
inclusion criteria. An annotated bibliography of these articles can be found in 
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Appendix A. The bibliography presents the articles alphabetically, provides the 
authors and country of origin of the articles as well as the sample, study design, 
instruments, theoretical framework and the identified factors affecting the 
decision to stay or leave.  
Origin of Articles 
The majority of the articles (n=19) were from the USA. Five articles were 
Australian, with four of these based in Victoria, three from the same rural area 
(Gibbs 2001a, 2001b; Hodgkins, 2002) and one from a metropolitan area 
(Bunston, 1997). The fifth Australian article was described as focusing on 
Australian social workers (Lonne & Cheers, 2004). Other countries (n=5) 
represented were: Canada (Bennett, Plint & Clifford, 2005; Regehr, Chau, Leslie 
& Howe, 2002; Schmidt & Klein, 2004); Israel (Freund, 2005); and the UK 
(Houston & Knox, 2004).  
Other Features 
Twenty of the articles were either solely quantitative (e.g., Kleinpeter, 
Pasztor & Telles-Rogers, 2003) or both quantitative and qualitative (e.g., Mor 
Barak, Levin, Nissly & Lane, 2006) in design. Five studies were solely qualitative 
in design, with four of these being the Australian studies based in Victoria 
(Bunston, 1997; Gibbs, 2001a, 2001b; Hodgkins, 2002). The Australian studies 
were qualitative due to the smaller number of Child Protection workers in this 
country, particularly in rural areas, which makes it very difficult to obtain large 
enough numbers to undertake quantitative research. The remaining studies have 
been classified as a review (Bednar, 2003), comment (Zlotnik, 2001), synthesis, 
which refers to a synthesis of theories to argue a course of action (Houston & 
Knox, 2004), or analytical in nature (Graef & Hill, 2000).  
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The majority of participants in these studies were described as child 
welfare workers (n=16). Nine articles focused on Child Protection workers. The 
remaining four studies described participants as social workers appointed to rural 
human services positions (Lonne & Cheers, 2004), community social welfare 
agency staff (Ezell et al., 2002), multidisciplinary hospital based child and youth 
protection professionals (Bennett et al., 2005) and lastly child welfare, social 
workers and other human service employees (Mor Barak, Nissly & Levin, 2001).   
American Research  
The American authors highlighted the critical role of child welfare 
workers in their country (Bednar, 2003) and the need to obtain and retain healthy, 
highly skilled workers. Their aim has been to identify the specific factors that 
impact the withdrawal behaviour known as turnover among child welfare 
workers. The USA government also recognises the critical role of child welfare 
workers and has invested resources by allocating Title IV-E training grants to the 
area of child welfare. A number of the articles found in the literature search 
describe an investigation or evaluation of training programs funded through these 
grants (e.g., Dickinson & Perry, 2002; Gansle & Ellett, 2002). One research team 
(Mor Barak et al., 2001, 2006) used Title IV-E grants to fund their research 
studies. The availability of funds has shown a commitment by the USA 
government to addressing issues within the child welfare sector. Eight of the 19 
USA articles are associated with this source of government funding.  
Australian Research  
The number of Australian articles is greater than any other non-American 
country. Given the population of Australia, this was an unexpected finding. A 
partial explanation for this phenomenon is that the two articles by Gibbs (2001a, 
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2001b) are based on the same set of interviews with rural Child Protection 
workers, while the Hodgkins (2002) report is on the same Child Protection unit as 
the Gibbs articles but with a focus on management and supervisors. These three 
articles seem to represent an era of interest in a particular region in Victoria. The 
Gibbs articles (2001a, 2001b) were the result of her post graduate studies funded 
by a Government and University Partnership Research Grant. Similar to Gibbs, 
the current PhD project is funded by a Government Industry grant (i.e., 
Department of Human Services and Deakin University partnership).  
Turnover 
The majority of the articles focused on the construct of turnover. Retention 
or staying was a secondary focus or treated as an opposite construct to turnover. 
Retention was the focus in four articles (Curry, McCarragher & Dellmann-
Jenkins, 2005; Dickinson & Perry, 1998; Ellett & Millar, 2004; Smith, 2005). 
Turnover was usually inferred in cross-sectional studies from the measurement of 
‘intent to leave’. Longitudinal studies usually used actual turnover figures. 
Retention was usually measured as the ‘intent to stay’.  
Factors Associated with Turnover 
The factors identified with leaving could be grouped into (1) knowledge, 
skills and competencies, (2) organisational including change, (3) satisfaction, (4) 
working in the area of child welfare, demands and consequences, and (5) mission. 
A number of researchers argued that specific knowledge, skills and 
competencies prepare child welfare or Child Protection workers for the type of 
jobs that they undertake, and preparation is negatively associated with turnover. 
Preparation fell into three areas, through training of workers, training of 
supervisors or prior experience. Zlotnik (2001), for example, argued that social 
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work trained employees with specialised skills and competencies reduced 
turnover and improved services. Results of evaluation and empirical studies have 
shown that training creates positive outcomes for workers, such as an increased 
ability to meet job demands, however the link between these positive outcomes 
and turnover are mixed. Jones (2002) found that the only variables to significantly 
predict the number of days employed were being a rehired employee and having a 
Master of Social Work qualification. This author also found that specialised child 
welfare training tended to be related to longer periods of tenure but this trend was 
not significant. Fox, Millar and Barbee (2003) found from an evaluation of a 
specialised training pilot program that the training program helped prepare the 
graduates for the demands of child welfare. Although retention figures were not 
available at the time of publication, a number of trainees mentioned that if they 
had not had a clear understanding of the demands of the job they would have 
looked for other jobs immediately after their probation period was completed. 
This finding suggested that an unrealistic understanding of the job and its 
demands could be linked with turnover. Supervisor training was highlighted in a 
paper by Birmingham and Berry (1996), who stated that high turnover rates were 
associated with a lack of specialised educational backgrounds. A certification 
process for supervisors was developed and pilot tested by these authors to assist 
the reprofessionalisation of child welfare services.  
Organisational factors were associated with turnover. These factors 
included: elements of organisational culture (Ellett & Millar, 2004; Gibbs, 2001a); 
recruitment strategies (Graef & Hill, 2000); image of Child Protection (Hodgkin, 
2002); workload (Kleinpeter et al., 2003; Regehr et al., 2002; Schmidt & Klein, 
2004; Smith, 2005); quality of supervision or support (Kleinpeter et al., 2003); 
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competitive salary (Kleinpeter et al., 2003; Jones & Okamura, 2000); 
responsibility or accountability (Jones & Okamura, 2000; Regehr et al., 2002); 
and exclusion from organisational decision making (Mor Barak et al., 2006). 
Organisational change (Ezell et al., 2002) was also associated with turnover, with 
the period of the highest level of change related to the highest level of turnover. In 
another article, Houston and Knox (2004) explored a consensual cultural change 
process to determine the elements of culture that attract and retain workers.  
Satisfaction in the turnover research was described as an affect 
measurement of unmet expectation (March & Simon, 1958). Within the current 
literature review only a small number of researchers included satisfaction in their 
research design. Jones and Okamura (2000) found that satisfaction with the 
amount of responsibility and salary predicted job tenure, while Dickinson and 
Perry (2002) reported that dissatisfaction with current job and work environment 
was one of four most stated reasons for leaving. Freund (2005) proposed a 
conceptual model in which job satisfaction mediated the relationship between 
commitment, in the forms of career, affective and continuance commitment, and 
turnover intention (i.e, intent to leave and thinking of quitting). Results indicated 
that continuance and affective commitment affected job satisfaction. Job 
satisfaction significantly influenced turnover intentions. Organisational 
commitment was also one of the five strongest variables to predict intention to 
leave in the Mor Barak et al. (2006) paper.  
Consequences of working in the area of child welfare were linked with 
leaving. These included: burnout (Bennett, Plint & Clifford, 2005; Dickinson & 
Perry, 2002; Drake & Yadama, 1996; Mor Barak et al., 2001); job stress (Mor 
Barak et al., 2006; Mor Barak et al., 2001); threats and violence (Schmidt & 
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Klein, 2004); burden of despair (Bunston, 1997); and lack of visibility (Schmidt & 
Klein, 2004). Regehr et al. (2002) suggested that workload (due to caseload and 
staff turnover), accountability and needs of new staff are stressors that are 
reciprocally linked with coping strategies and supports, which leads to giving up 
in the form of turnover or resilience and retention.  
Frustration in achievement of a worker’s mission and the associated 
personal and professional goals seems to be related to turnover, possibly 
expressed as job dissatisfaction. For example, Bednar (2003) found that workers 
stayed if their personal and professional missions were supported, there was 
flexibility in job assignment and they had a collaborative supportive relationship 
with supervisors. Mor Barak et al. (2006) stated that the most important and single 
reason why people stay is their devotion to the children and families they serve, 
indicating the importance of mission to retention. The importance of mission 
implies that a change in mission or career goals, actual job assignment (Schoech, 
Quinn & Rycraft, 2000; Quinn, Rycraft & Schoech, 2002) and the availability of 
other jobs may influence turnover (Dickinson & Perry, 2002).  
Retention 
The four articles that focused on retention were Curry et al. (2005), 
Dickinson and Perry (1998), Ellett and Millar (2004) and Smith (2005). Curry et 
al. (2005) found the demographic variables of experience, age and gender, as well 
as supervisory and co-worker support, application planning and caseload size 
were positively associated with retention, while education had a negative 
association. The most interesting finding from this study was that the patterns of 
association differed with the level of experience. This implied that the 
significance of individual factors varied with length of time in the position or 
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working within the child welfare sector. For example, new graduates who had 
more supervisory and co-worker support were more likely to stay whereas for 
workers with more experience retention was not increased with supervisory and 
co-worker support.    
Dickinson and Perry (2002) separated their participants into stayers and 
leavers. Stayers had significantly higher salaries and workloads but were less 
likely to spend time in court work. They rated their supervisors as more 
competent, more concerned with their welfare and as helpful, warm and friendly. 
Stayers also had significantly higher job satisfaction with respect to aspects of 
their supervisors, opportunities and recognition as well as greater levels of 
influence in their jobs. The four most commonly stated reasons for leaving were 
feeling burnt out or stressed, dissatisfaction with their current job and work 
environment, a change in career goals and the availability of other jobs.  
Ellett and Millar (2004) found that organisational factors such as a culture 
of professionalism and commitment with a clear vision, adequate administration 
support, professional sharing and support were important to retain staff.  
 A conceptual retention model based on a social exchange relationship 
framework was tested by Smith (2005). Job retention, measured as organisational 
commitment, was positively associated with a culture that promoted extrinsic 
rewards such as work-life balance, a supportive and competent supervisor and few 
other available job alternatives. A higher caseload was shown to decrease the odds 
of retention.  
The commonalities between the four retention studies were that all 
discussed relationships in the form of support from supervisors and co-workers, 
while caseload was mentioned by three of the studies and available job 
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alternatives by two studies. The other factors mentioned singularly were 
satisfaction, aspects of culture such as vision, work-life balance, burnout, stress, 
and a change in career goals. Education was negatively associated with retention.  
Discussion 
The research questions this group of articles attempted to answer varied, 
however almost all articles investigated the effect of a variety of variables 
(independent variables) on turnover (dependent variable). The main independent 
variables included training, burnout, commitment, job satisfaction, stress, 
supervision, support, geography and organisational change. Findings of the 
research were difficult to summarise due to the lack of an underlying theoretical 
basis. Just under half of the USA articles, funded by the Government, focused on 
training and this represented a core group of similar articles. A majority of the 
articles did not use the existing turnover research, with only five articles 
containing any reference to this body of research (Curry et al., 2005; Freund, 
2005; Mor Barak et al., 2001, 2006; Smith, 2005). Two studies referred to one 
article (Mowday, Porter, & Steers, 1982). The first study cited from Mowday, 
Porter and Steers (1982) that employees’ commitment and attachment to their 
organisation increases with the perception of higher organisational support 
(Smith, 2005), and the second that education level has been found to be positively 
associated with turnover (Curry, et al., 2005). The remaining three articles drew 
upon the turnover literature to a greater extent, for example Freund (2005) quoted 
Porter and Steers (1973) to support the idea that job satisfaction influenced work 
outcomes, used the turnover intention measure from Mobley et al. (1979) as well 
as referred to other articles (e.g., Michaels & Spector, 1982). The two Mor Barak 
et al. (2001, 2006) articles quoted a few general turnover studies to support 
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individual statements such as the argument that a person’s position in the 
organisation did not have a significant impact on their intention to leave (Michaels 
& Spector, 1982). What is needed for this group of workers is the emergence of a 
theory to help solve the practical problem of retention of Child Protection/Welfare 
workers. While factors that correlate with turnover and retention are important, a 
theory that goes beyond these factors to understand how and why these factors are 
important is required, a theory that can generate empirically testable hypotheses 
based on its core assumptions. Evidence is then required to evaluate the theory 
under different conditions (Cohen, 2003).  
In summary, the existing child welfare and Protection turnover research, as 
does the general turnover literature, treats retention as an opposite construct to 
turnover. However, the articles in this review did provide an indication as to the 
factors that may be involved in turnover and retention. These factors would 
provide a foundation for the design of subsequent studies. This project will 
therefore attempt to fill this gap in knowledge. It will aim to develop a Child 
Protection theory of retention. In addition it will aim to understand if retention is a 
separate construct to turnover and provide best practice recommendations for 
retention of workers.  
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CHAPTER 4: THE DEPARTMENT OF HUMAN SERVICES 
The applied aim of the project was to identify the specific factors 
impacting on the retention or turnover of Department of Human Services (DHS) 
Child Protection staff to determine strategies for keeping trained and experienced 
staff. The project had the commitment of the Barwon South Western (BSW) 
region of DHS, which was evident by its part funding of the project and the 
involvement of management in a Research Steering Committee. It was expected 
that the partnership between Deakin University and DHS would impact the 
overall direction of the project. The Research Steering Committee consisting of 
the Manager of Community Service, Manager of Community Care, Manager of 
Child Protection, Manager of Human Resources as well as the Researcher’s 
Deakin University Supervisors were part of the team guiding the project. The 
outcomes of the project were aimed at assisting DHS in understanding and 
applying the information produced via this process to improve the retention of 
Child Protection workers.  
The information in this chapter was based on the organisational theory of 
the social structure of organisations, as presented by Hall (1999) and Hatch 
(1997), and the information obtained during time spent in DHS and Child 
Protection. From May 2004 to September 2005 the author spent a total of 315 
hours or 45 days observing, listening, enquiring and discussing different aspects 
of DHS and Child Protection with its workers. Formal meetings transpired with 
the (1) Child Protection Manager; (2) High Risk Infant Team, (3) Intake Team, 
(4) Adolescent Team, (5) Case Management team, and (6) Rural Unit Managers; 
as well as the (7) Manager of Community Care, (8) Work Health Unit, (9) DHS 
Partnership Coordinator, (10) Manager of Child Protection, (11) Juvenile Justice 
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Workforce Planning and Development, (12) Project Officer for Child Protection 
involved in Recruitment, and (13) BSW Regional Director. Additionally, informal 
conversations occurred in an ongoing manner over this time. The author attended 
selected briefings on changes to the Administration Act and Child Protection Act, 
and Forums such as the monthly Practice Development Forum for Child 
Protection and Local Welfare Agencies. The internal computer system was 
regularly investigated and reports from a variety of sources were read.  
The purpose of the chapter was to situate Child Protection workers within 
an organisational context, namely within Child Protection, and the larger 
organisation as well as Child Protection’s external and internal organisational 
networks. This chapter provides a legislative and policy context, an analysis of the 
social structure of DHS and Child Protection, and an environmental network 
diagram from which the reader can view the PhD studies and data.  
Victorian Department of Human Services 
Victoria is a state of Australia. It has a land mass of approximately 
227,416 square kilometres (Australian Bureau of Statistics, 2010a), is the smallest 
mainland state in area, and situated on the southeast corner of the Australian 
mainland. It however contains just under 25% of the Australian population, which 
in September 2010 was approximately 5.56 million people. Most Victorians, 
about 73%, live in Melbourne, Victoria’s capital city (Australian Bureau of 
Statistics, 2010b).  
The Department of Human Services is a Victorian State Government 
Department, which at the time of this analysis covered the ministerial portfolios of 
Health, Housing, Community Services and Aged Care across the state of Victoria. 
Its mission statement was ‘To enhance and protect the health and wellbeing of all 
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Victorians, emphasising vulnerable groups and those most in need’ (Department 
of Human Services, 2005, p. 2). Its values were stated to be: Client Focus; 
Professional Integrity; Quality; Collaborative Relationships; and Responsibility 
(Department of Human Services, 2005, p. 2). The responsibilities of the 
Department were divided into eight Departmental divisions: Community Care, 
Policy and Strategic Projects, Housing and Community Building, Metropolitan 
Health and Aged Care, Rural and Regional Health and Aged Care Services, 
Operation Division and Disability Services Division. The State Government had 
divided Victoria into three metropolitan and five rural regions providing services 
from over 500 locations (Department of Human Services, 2005). The focus of the 
current project was one group of workers who form part of DHS, those who work 
in the area of Child Protection. 
Child Protection 
Overview of Department 
Child protection formed part of the Office for Children, which was and 
still is responsible for ‘ensuring that the administration of children’s policies, 
programs and services are delivered in a high quality, consistent manner across 
government’ (Department of Human Services, 2005, p. 39). Until the mid 1980’s 
child protection was undertaken by a voluntary agency called the Children’s 
Protection Society on behalf of the state in conjunction with the Victoria Police. 
The state took back responsibility of child protection (Child Protection 
Professional Development Unit, 2003) after the release of the 1984 Carney Report 
(Carney, 1984); a review of child welfare legislation conducted between 1982 and 
1984, chaired by Dr Terry Carney.  
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Child Protection Offices 
The project originated in the BSW region of DHS. This region covers an 
area of 29,637 square kilometres (approximately 13% of Victoria) and in 2005 
had an estimated population of 350,801. The region had three offices, one in a 
major regional centre and two located in rural areas of the region (Department of 
Human Services, 2005). The regional office had approximately 55 Child 
Protection staff, the two rural offices had approximately ten and six staff. The 
regional and rural offices used a team structure with a designated team leader. The 
team leader reported to the Unit Manager who reported to the Child Protection 
Manager.  
Rural Areas 
Within Australia there are significant issues related to rural areas, due to 
the vast geographical area (approx. 7.7 million square kilometres) (Australian 
Bureau of Statistics, 2010a) and the relatively small population (approx. 22.4 
million) (Australian Bureau of Statistics, 2010b), which is concentrated in the 
major cities. Population density is one factor that impacts on Child Protection. In 
rural areas, Child Protection workers can drive up to two or three hours to visit a 
client. Driving is usually the only option as there are no other transport 
alternatives. Workers may conduct a visit individually or in pairs, depending on 
the client. In real terms this results in one or two workers spending most of the 
day travelling to and from one client and their family. Time, due to distances 
travelled, severely impacts a small rural office where there may only be a few 
workers to cover a large geographical area.  
Another major consideration is the rural changes that have occurred over 
the last two decades. Factors such as drought, changes in rural and agricultural 
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policy, population decline and a reduction in government assistance, both Federal 
and State, have led to changes in Australian rural communities (Herbert-Cheshire, 
2000). These changes, while not confined to Australia, are compounded by the 
size of the country, the harsh climate and isolation (Herbert-Cheshire, 2000). 
Rural pressures impact how families are managing. Children can be affected by 
these external pressures on the family and come to the attention of Child 
Protection. Also, given the downward turn in the rural labour market there are 
limited opportunities for those unemployed to find jobs. This situation can make it 
difficult to successfully implement case plans which target environmental 
pressures to relieve the strain and assist families. Rural Child Protection workers 
are therefore faced with long periods of time in the car, limited community 
resources to assist families and high workloads.  
While the project was initially based in a regional centre and rural area, 
and later expanded to include the state of Victoria it is anticipated that the insights 
gained from this study will be applicable to other non-metropolitan areas, 
particularly within Australian, and possibly further afield.  
Recruitment of Child Protection Workers 
The Child Protection Project Officer, whose role included being the 
recruitment officer, provided an overview of the strategies implemented to assist 
the recruitment of workers. The strategies mentioned were a Labour Market 
Analysis Report by the Hay Management Consultants undertaken in 1998, 
employment of a recruitment officer and the development of the relationship 
between DHS and the educational organisations of Deakin University and Gordon 
Technical and Further Education (TAFE) which were and still are the major 
providers of training courses for human service workers in the region.  
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The Labour Market Analysis Report by the Hay Management Consultants 
was said to have involved behavioural interviews and personality testing of 
current Child Protection workers. Based on the data obtained, the capabilities 
required to successfully undertake the role of a Child Protection worker were 
identified and a Competency Framework was developed. The competency 
framework was used to develop an interview sheet and a standard rating scale for 
evaluating interviewees for Child Protection positions.  
A recruitment officer was employed who was responsible for the 
consistency of recruiting processes for Child Protection in the BSW region. The 
advantage of having a dedicated person involved was there was a quicker 
recruitment process and that the same person sat on all interview panels to assist 
in the uniformity of the process. 
Development of the relationship between Deakin University and Gordon 
TAFE led to final year social work and welfare students having the option of their 
last placement at Child Protection. This enabled students, who had a ‘very hands 
on role’ during placement to experience the role of a Child Protection worker and 
for both the student and Child Protection supervisors to determine whether the 
student was suitable for the role.  
The Role of Child Protection Workers 
Child Protection workers fulfil the legislative responsibilities of the 
Victorian State Government to children and young people, that is, they made and 
still make decisions regarding the risk to children’s safety using the Victorian 
Risk Framework (Victorian Department of Human Services, 1999). Workers were 
required to use the Framework to investigate the level of risk for each case. Cases 
may have involved substantial abuse and neglect of children with hostile and 
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angry parents and extended family members, some of whom were known to have 
violent tendencies.  
Historically the workers were qualified as social workers, however the 
need for more staff resulted in a more generic recruitment category, which led to 
the expansion of the recruitment criteria to include those with training in welfare, 
psychology and associated social science fields (Markiewicz, 1996). DHS 
developed an extensive internal training program called ‘Beginning Practice’ 
which started in 2003. It was a seven week structured program which included six 
components: (1) a Learning Guide, (2) a Supervisors Guide, (3) Practice Clinics, 
(4) E-learning Virtual Vignettes (Electronic or Computer-based learning), (5) a 
workplace buddy and (6) group development sessions. The practice clinics 
covered five topics: organisational context, professional practitioner, 
comprehensive risk assessment, child protection practice and process, and legal 
practice. The practice clinics (3x4 days) were held at regular intervals over the 
seven week period with workplace learning (2x11 days) occurring between each 
of the clinics. The training program, which started the first week of every month, 
enabled all new employees regardless of background training and experience to 
understand the role of a Child Protection worker.  
 The Current Model of Intervention 
At the time of this analysis The Children and Young Persons Act 1989 
provided the foundations on which the Child Protection intervention model was 
based. The Victorian Act outlined the legal grounds for intervention in protecting 
a child from harm. Any person then and now may report concerns or instances 
regarding children to Child Protection. The reported concerns then become a 
‘notification’ if the information fitted into one of the legal categories of harm as 
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defined by the Act. The notification then became substantiated if, after 
investigation, Child Protection verified the concerns or allegations (Child 
Protection Professional Development Unit, 2003).  
Child Protection used a standard process to enact the services required by 
the legislation. A Victoria wide computer system called ‘CASIS’ (Client and 
Service Information System) was used in conjunction with the standard process to 
document each stage of the process (Hough, 1994). The stages of the process were 
(1) intake, (2) investigation, (3) case planning, (4) implementation of case plans, 
(5) monitoring and review and (6) case closure. In addition, two phases run across 
the standard process, called Protective Involvement and Protective Order phases. 
Protective Involvement referred to those cases where statutory involvement was 
necessary but not via a court order, while the Protective Order phase required a 
protective order to be obtained from the Family Division of the Children’s Court 
(Child Protection Professional Development Unit, 2003).  
The Victorian Risk Framework (Victorian Department of Human Services, 
1999) was based on the premise that there is a relationship between the evaluation 
of a child’s situation and the probability of risk. The framework used the theory of 
risk assessment and a set of practice principles to guide assessment. It used 
information derived from five categories to determine the current and future level 
of overall risk as high, medium or low, the categories are: (1) the child or young 
person; (2) parents; (3) source of the harm; (4) opportunity for harm; and (5) the 
networks around the child. The framework provided a coordinated approach to 
child protection and attempted to control decisions made in relation to the 
protection of children. 
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The Clients – Market Demand 
The demand on Child Protection had increased over the last 15 years, with 
an increase in the number of cases reported to Child Protection and an associated 
increase in notifications. This has been partly due to the introduction of 
mandatory reporting of child abuse for police, doctors and nurses in 1993, and for 
teachers in 1994. These changes saw a 75% increase in notifications in the first 
year after introduction (i.e., approximately 15,000 in 1992/93 to 26,000 in 
1993/94) and increased public awareness of child abuse (The Allen Consulting 
Group, 2003). Notification levels rose over the 1990s, for example, there was a 
further increase of approximately 20% between 1996/97 and 2001/02. At the time 
this project commenced, the year 2004 to 2005, there were approximately 37,500 
notifications (Child Abuse Reporting Statistics, 2011). Based on these trends it 
was estimated that nearly one in five children born in 2003 would be reported to 
Child Protection at some time (i.e., 0-18years), 9% of these notifications would be 
investigated and 4.5% of these investigations would be substantiated as neglect or 
abuse (The Allen Consulting Group, 2003). The demands on Child Protection 
were and continue to be high, so the need for the retention of experienced workers 
was and is a critical issue.  
Public Expectations 
Public expectations are that the Government and Child Protection are 
responsible for the protection of children. Cases such as that of Daniel Valerio 
who died 1990, highlighted the pressure on the Child Protection workers and the 
Department to fulfil public expectation (Goddard & Saunders, 2001). In this 
instance, Daniel, a two year old, was in the care of his mother’s boyfriend who 
was later charged and convicted of the murder of Daniel in 1993. Both Child 
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Protection and the Police had received allegations that Daniel was being 
physically abused and had seen him in the days prior to his murder (Goddard & 
Saunders, 2001; Lamont & Bromfield, 2010). This information resulted in public 
outrage at the authorities’ lack of action or intervention, and subsequently led to a 
review of Child Protection, chaired by Justice Fogarty, who recommended the 
introduction of mandatory reporting of suspected child abuse or neglect (Lamont 
& Bromfield, 2010). Mandatory reporting was introduced in Victoria in 1993, 
notifications increased by 75% in the year following its introduction.  
Child Protection and the Law 
In November 1989, the United Nations adopted the Convention on the 
Rights of the Child, to which Australia is a signatory. The convention is a 
declaration of the rights of children, rights such as the right to survive and 
develop, to a name, to live with parents, and to be protected from abuse and 
neglect. The Convention established institutional responsibilities. It established 
the responsibilities of the government to protect children from all forms of 
maltreatment (Auditor General, 1996). In light of this convention The Children 
and Young Persons Act was passed in 1989 in Victoria. This led to the 
establishment of the Children’s Court, provided procedures for court and the 
mandate for Child Protection and Juvenile Justice for DHS. Mandatory reporting 
for police, doctors, nurses and teachers was added to The Children and Young 
Persons Act 1989 in 1994.  
In 2003 there was a Ministerial Statement of commitment to review The 
Children and Young Persons Act 1989 (Garbutt, Parliament of Victoria, 2003). In 
2004, a review of policy and legislation began with the report called Protecting 
Children: The child protection outcomes project, a report from an Independent 
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Panel headed by Peter Kirby (The Allen Consulting Group, 2003). The 
government responded to the Kirby Panel in a document entitled Protecting 
Children: Ten priorities for children’s well-being and safety in Victoria, 
(Community Care Division, 2004b) which subsequently formed the basis of a 
Technical Options Paper (Community Care Division, 2004a). The new framework 
outlined in the Technical Options Paper was presented to organisations involved 
in protecting children, by using a series of approximately 300 consultation 
meetings held at different locations across Victoria. The information and feedback 
provided by those who attended these meetings were included in a report 
presented to the Minister in November 2004.  
The new Office for Children was announced on 16th December 2004 with 
a new Child Safety Commissioner being appointed to ‘ensure the safety and 
protection of Victorian children at risk’ (Premier of Victoria, 2004). In 
conjunction with the proposed policy and legislation changes, internal DHS 
departments were moved and realigned to reflect the new responsibilities of the 
‘Office for Children’. In addition, a Victorian Children’s Council and Children’s 
Services Co-ordination Board were established.  
In July 2005, an Exposure Draft Children Bill (i.e., new Act) and White 
Paper entitled Protecting Children: The next steps were released (Office for 
Children, 2005). The Children Bill and its accompanying White Paper aimed to 
build on past reforms and to provide a clear direction to policy, system and 
changes in practice. The aims of the review and changes to the current system 
were to ensure the safety of children and young people by DHS and the non-
government sector (Office for Children, 2005). The Children, Youth and Families 
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Act (2005) and The Child Wellbeing and Safety Act (2005) were passed by the 
Victorian Government in 2005.  
Change 
It was considered important to understand the actual changes happening 
across the state of Victoria in relation to protecting children, to gain a perspective 
of contextual factors impacting workers in Child Protection and their choice to 
stay. Around the time this project started Child Protection had experienced 
ongoing organisational changes in response to circumstances and environmental 
pressure (see Table 4.1).  
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Table 4.1  
Chronology of Events and Reports That Have Resulted in Change to Child 
Protection, DHS from 1989 to 2006 
Date Event 
November 
1989 
Australia becomes a signatory to the United Nations ‘Convention on the 
Rights of the Child’. 
1989 The Children and Young Persons Act 1989 passed by Victorian 
Government in light of the United Nations Convention. 
1993 The Children and Young Persons Act 1989 was amended to include the 
mandatory reporting of child abuse by police, nurses and teachers. 
June 1996 The Victorian Auditor General’s Office released the report Protecting 
Victoria’s children: The role of the Department of Human Services. 
The report highlighted weaknesses in the existing Child Protection 
system.  
2001 Restructure of DHS – new structure commenced operation on the 1st 
December 2001.  
September 
2002  
A research report, An Integrated Strategy for Child Protection and 
Placement Service by Community Care Division (DHS) tried to 
identify answers to the chronic and complex problems within families. 
Overall conclusions were that strengthening of prevention and early 
intervention approaches as well as improved services to those involved 
in Child Protection was required.  
June 2003 Ministerial statement entitled Putting Victorian Children First  was 
released. It included a commitment to review The Children and Young 
Persons Act (1989) and strategies to address the issues documented in 
the research report published in 2002 An Integrated Strategy for Child 
Protection and Placement Service.  
September 
2003 
The Allen Consulting Group was engaged to investigate the 
appropriateness of legislative, policy and program frameworks. Their 
research report entitled Protecting Children: The Child Protection 
Outcomes Project put forward broad directions for a reform of the 
Victorian Child Protection system.  
August 
2004  
Protecting Children: Ten priorities for children’s wellbeing and safety 
in Victoria Technical Options discussion paper provided a strategic 
framework for improving services to vulnerable Victorian children. The 
Allen Consulting Group’s research report (2003) formed the basis of 
the reform agenda. A draft of a new Children Act accompanied the 
report. 
August to 
October 
2004 
A Victoria wide consultation process regarding the ideas and directions 
contained in Protecting Children: Ten priorities for children’s 
wellbeing and safety in Victoria Government report was conducted.  
December 
2004 
A restructure commenced, with the new Government division Office for 
Children being announced. 
July 2005 A new Exposure Draft Children Bill and an associated paper called 
Protecting Children: The Next Steps were released for comment.  
2005 The Child, Youth and Families Act (2005) and The Child Wellbeing and 
Safety Act (2005) were passed by the Victorian Government. 
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Date Event 
2006 Major change strategy designed and implemented; 
- 5/6th April – Coalition for Change Forum for welfare sector 
leadership, 
- 13th April – public launch of changes entitled Every Child 
Every Chance event, 
- Training program launched. The training modules included the 
information regarding the new Best Interest framework and 
associated changes.  
2006 June Consultants engaged to design a strategy to improve leadership and 
decision-making of Child Protection team leaders and unit/specialist 
managers. A five-year project to provide intensive training to develop 
leadership, supervision and coaching skills.  
Source: Table compiled by Author from information/reports obtained during time spent at DHS.   
 
Ongoing changes have been interspersed with larger planned transformational 
changes. For example new Barwon South Western management team 
implemented major changes in 2001, in conjunction with a restructure of DHS, 
and since then have implemented smaller ongoing changes to processes and 
teams, that is, until the larger transformational change that was implemented in 
2006.  
Another transformational change process was begun in 2003 with the 
ministerial statement entitled Putting Victorian Children First (Garbutt, 
Parliament of Victoria, 2003). The statement included a commitment to review 
The Children and Young Persons Act (State Parliament sess., 1989) and new 
strategies to address the issues highlighted in a research report released in 2002 
(Community Care Division, 2002). This was followed by the release of a number 
of reports; (1) Protecting Children: The Child Protection Outcomes Project (The 
Allen Consulting Group, 2003), (2) Protecting children: Ten priorities for 
children’s wellbeing and safety (Community Care Division, 2004a) and (3) 
Protecting Children the Next Steps (Office for Children, 2005). Following the 
release of the Protecting Children: Ten priorities for children’s wellbeing and 
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safety (Community Care Division, 2004a), a Victoria wide consultation process 
was undertaken regarding the ideas and directions contained in the report as well 
as a draft of a new Children Act, based on the new Best Interest framework, which 
accompanied the report. Subsequently new legislation was passed in 2005; The 
Children, Youth and Families Act (2005) (State Parliament sess., 2005a) and The 
Child Wellbeing and Safety Act (2005) (State Parliament sess., 2005b).  
In 2006, a change implementation strategy was designed for Child 
Protection and Community Services. It aimed to inform and educate DHS, Child 
Protection and the wider child welfare sector using forums and workshops. As 
part of the strategy a Coalition for Change Forum was presented to sector leaders. 
The forum aimed to strengthen the leadership responsible for the new reforms, 
ensure an understanding of the challenges and opportunities as well as details of 
the actual reform and how to implement the changes. This was followed by public 
launch of the reforms to the whole child welfare sector called the Every Child 
Every Chance event (Department of Human Services, 2006). Similar to the 
leadership forum, it was an opportunity to provide information on the change 
process, what was required and how the Office for Children would provide 
assistance. The remainder of 2006 contained forums to provide information as 
well as regionally delivered training for Child Protection workers and Community 
Service Agencies. The training contained the core practice modules (3 hours each) 
of (1) Best Interests, (2) Earlier interventions, (3) Court practice, (4) Decision 
making and stability planning for managers, (5) Decision making and stability 
planning for practitioners, and (6) Working with Aboriginal children and families.  
In conjunction with the change to the Best Interest Framework and the 
associated changes in relationships between organisations based on a community 
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wide partnership approach, other changes were implemented. These included 
change to the Child Protection computer programs. The Client and Service 
Information System (CASIS) was replaced with an Integrated Client and Case 
Management System (ICCMS), which contained two new systems - the Client 
Relationship System (CRIS) and the Front End Reception Information System 
(FERIS). Another earlier series of changes, begun in December 2004, was a 
restructure initiated with the announcement of a reshuffle of units within DHS, to 
create a new division called the Office for Children. New employee appointments 
and changes in upper management accompanied a series of structural 
rearrangements and changes. The major change initiative associated with the new 
Best Interest approach to the protection of children was implemented by the State 
Government of Victoria during 2006.  
Change can be difficult and people can respond to change differently. 
Behavioural responses include choosing to stay and deal with the situation, to stay 
and monitor the situation or choosing to leave. Understanding the context of 
changes both externally and internally assists placing this project at the time and 
place that it was undertaken.  
Organisational Structure in General 
This section briefly introduces organisational structure and the dimensions 
that can be used to classify an organisational social structure (Hatch, 1997). The 
organisational structure of DHS and Child Protection is then examined using these 
structural dimensions: degree of complexity, level of formalisation, and location 
of decision-making. The pattern of dimensions the analysis revealed in relation to 
the type of organisational structure is then discussed. In addition, other internal 
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and external organisational relationships are described using an environmental 
network diagram.  
Organisational structure includes the physical or social structure of the 
organisation. Physical structure is the relationship between physical elements, 
such as buildings and their geographical locations. The social structure is the 
relationships among the human resources of the organisation (Hatch, 1997).  
Organisational structure is constructed around the tasks undertaken by 
organisations, tasks that are too large for any individual to undertake in isolation 
(Hatch, 1997). Structure forms as a result of the tasks being rationally divided into 
parts, for which people with specialised skills are made responsible, thus it depicts 
how human resources are coordinated and controlled. The dimensions that are 
considered to explain the social structure are size, administrative component, span 
of control, specialisation, formalisation, centralisation and complexity. Table 4.2 
contains a typical measure of each of these dimensions (Hatch, 1997, p.166). 
Table 4.2 
Dimensions of Organisational Social Structure 
Dimension Typical operational measure 
Size Number of employees of the organization 
Administrative 
component 
Percentage of total number of employees that have administrative 
responsibilities 
Span of control Total number of subordinates over whom a manager has authority 
Specialisation Number of specialties performed within an organisation 
Standardisation Existence of procedures for regularly recurring events or activities 
Complexity 1. Vertical differentiation – number of hierarchical levels 
2. Horizontal differentiation – the number of units within the 
organization, such as departments, divisions.  
Formalization Extent to which rules, procedures and communications are written down 
Centralisation Centralisation of authority to make decisions 
Note. Sourced from Hatch (1997) p. 166. 
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Complexity, Formalisation and Centralisation Dimensions of Structure 
The three broad structural properties of complexity, formalisation and 
centralisation are essential to understanding and describing an organisation’s 
social structure (Hall, 1999). Organisational complexity results from the division 
of labour or tasks. The division of tasks is called differentiation and includes the 
horizontal differentiation, vertical differentiation, and geographical dispersion of 
an organisation (Hall, 1999). Horizontal differentiation refers to the number of 
Units or Departments within the organisation. Vertical differentiation is the 
number of hierarchical levels within the organisation (Hatch, 1997). Geographical 
dispersion is a special case of differentiation where the same functions and tasks 
are carried out at multiple locations (Hall, 1999).  
Formalisation is the extent to which explicit rules, regulations, policies and 
procedures govern organisational tasks. From an operational viewpoint 
formalisation varies. Conditions of high formalisation result in lower worker 
control or autonomy of daily tasks and are associated with higher management 
control (Hall, 1999).  
Centralisation refers to the location of decision-making processes. It 
indicates the distribution of power and in general reflects the society in which the 
organisation is located (Hall, 1999). If an organisation is centralised then 
decisions are made high up in the hierarchical structure. A decentralised structure 
is one where decisions are being distributed or delegated to others within the 
structure outside the direct line of command but closest to the situation (Hatch, 
1997). 
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Structural Types of Organisations 
Structural dimensions can differ between organisations and across 
organisational departments. For example, Bureaucratic, Mechanistic and Organic 
are three types of organisations that have different combinations of the social 
structural dimensions of complexity, formalisation and centralisation. Table 4.3 
lists the combination of dimensions that characterises each type of organisation.   
Mechanistic and Organic are metaphors that provide an image of the organisation 
(Morgan, 1997). They are opposite in nature. Organic organisations are relatively 
simple, informal and decentralised, while mechanistic or machine-like 
organisations are complex, formal and centralised. Bureaucratic organisations are 
similar to machine-like organisations with the exception that they are more 
decentralised because they push decision-making processes out from the direct 
line of hierarchical command but use strict rules and procedures for control. 
Table 4.3 
A Comparison of Mechanistic, Organic and Bureaucratic Organisations 
Type Complexity Formalisation Centralisation 
Organic Low Low Low 
Mechanistic High High High 
Bureaucratic High High Low 
Note. Sourced from Hatch (1997), p. 170 
 
Department of Human Services Organisational Structure 
Degree of Complexity 
DHS is a complex organisation. DHS has differentiated its organisational 
tasks horizontally into many specialised departments and divisions, and vertically 
divided the core work tasks from management tasks. For example, DHS is highly 
specialised, with areas such as medical, information systems, disability and 
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housing, as well as legislation and finance. The tasks have also been divided by 
location so that they are geographically dispersed across the State of Victoria. 
Degree of Centralisation 
DHS tends to operate on a decentralised organisational model because 
most operational decisions are made locally within a DHS region. For example, 
one region (i.e., BSW region) independent to the other regions, changed a number 
of functionally based teams (e.g., Short Term Intervention Team) to generic 
teams. Strategic directions for the organisation, however, are made centrally. For 
example, the Annual DHS Business Plan provides the strategic goals and 
priorities for the year ahead, which are directed by Government policy in 
combination with decisions by management higher up the hierarchical structure. 
Degree of Formalisation  
DHS as an organisation is highly formalised and attempts to coordinate 
and control tasks and functions across a wide geographical area. For example, to 
assist coordination and control, DHS has standardised operational systems across 
the whole organisation such as Finance, Human Resources and Information 
Technology.  
Span of Control 
The span of control for senior management, that is the total number of 
subordinates over whom a manager has authority, varies from approximately four 
to ten subordinates. The Secretary of DHS, the highest position of authority in 
DHS, for example, had eight subordinates who directly reported to this position. 
These eight senior managers had between five and ten subordinates who reported 
directly to them. Figure 4.1 depicts the reporting line of authority and  
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Members of the Legislative Council 
(n=44)  
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Figure 4.1: DHS Barwon-South Western (BSW) Region Reporting Line from the 
Manager of Child Protection BSW to Parliament. Source: Developed 
by the Author, 2005 
 
responsibility from the manager of Child Protection to Parliament and was 
developed by the author as a result of discussions with the Regional Director of 
DHS BSW, information from the Parliament of Victoria Website, DHS 
Organisational Charts and knowledge gained thorough discussions with other 
 
69 
workers in Child Protection. Recently there has been substantial change to this 
structure, the four state cabinet ministers now responsible (i.e., in 2011) for the 
DHS services are the Minister for Community Services, Minister for Housing, 
Minister for Women’s Affairs and the Minister for Youth Affairs.  
Size 
A cursory glance at the DHS Senior Management Structure (Appendix B) 
provides evidence that DHS is a large organisation, particularly given that the 
figure contains only senior management. The overall number of DHS direct 
employees varies but in June 2005 it had 11,093 full-time equivalent employees, 
comprised of 7,367 females and 3,726 males (Department of Human Services, 
2005). Indirectly DHS also employed over 80,000 people through other 
organisations, such as community service agencies and hospitals. The DHS 
Annual Report (2004-2005) also provided an indication of the size of DHS with a 
reported annual budget of over $10 billion.  
Coordination and Control 
A final issue to consider in relation to the DHS structure is the relationship 
between complexity and organisational size and issues of coordination and 
control. Hall (1999) states that as complexity and organisational size increase so 
does the problem of coordination and control of organisational tasks. 
Communication and coordination therefore are of greater importance as a result of 
this relationship. As DHS is both a complex and large organisation, both 
communication and coordination are essential elements to this organisation’s 
success. 
In summary DHS can be seen as a large and complex organisation with 
high levels of differentiation and geographic dispersion. Due to DHS’s 
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complexity it is also highly formalised in order to coordinate and control the 
organisational tasks. At an operational task level it tends to be decentralised (for 
example daily tasks undertaken in Child Protection), however major policy and 
strategic goals are centralised, as these policies and goals are determined higher 
up within the authority structure. Given the characteristics of the social structure, 
DHS is best described as a bureaucratic organisation. 
Child Protection Organisational Structure 
The dimensions of the social structure of the Child Protection Unit and the 
geographical location of offices across the BSW Region provide an understanding 
of the situation in which the Child Protection workers undertake their work tasks. 
Figure 4.2 indicates the organisational structure of the Regional Child Protection 
Department at the time the current project began. Figure 4.2 was adapted from an 
organisational chart provided by Child Protection.  
Degree of Complexity 
Child Protection had divided its organisational tasks into several different 
areas, which were overseen by Unit Managers (horizontal differentiation), such as 
case management, high-risk infants, adolescents and permanent care. These areas 
require knowledge and skills relating to particular phases of child development 
and family dynamics. Vertical differentiation was also evident with several levels 
of authority: Child Protection Manager, Unit Manager, and Team Leader. Child 
Protection operated across three sites in the BSW region and as a result was 
geographically dispersed.  
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Figure 4.2: Organisational Structure for Regional Child Protection - Current Project. Effective as at 18th August 2005. Source: Adaptation of 
Chart Provided by Child Protection. Note: Only classified Child Protective Workers (CAFW, Levels 1- 6) included; * FGC = Family 
Group Conferencing; CSW = Child Support Worker 
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Degree of Centralisation 
Through observation of Child Protection workers over an extended period 
of time, it became evident to the author that Child Protection workers made their 
own job-related decisions on a daily basis, often after discussion with team 
members and the team leader. If a situation became increasingly complex or 
dangerous, discussions with the Unit Manager and/or the Child Protection 
Manager may have occurred. If Team Leaders and Line Management were not 
available, the decision and course of action would be discussed with whoever was 
suitably experienced and available, or the decision was delayed until an 
appropriate consultation occurred. This mode of operation indicated that Child 
Protection usually functioned in a decentralised manner. 
It can be noted on examination that the reporting authority line (Figure 
4.1) and the functional structure (Figure 4.3) for the Office for Children differed. 
As previously explained, DHS’s strategic goals across the State of Victoria are 
made centrally while most operational decisions are made locally. This division is 
reflected in the reporting authority line and the functional structure. The reporting 
authority line indicates the Manager of Child Protection’s operational link with 
the Executive Director of Operations and illustrates how operational decisions are 
reported. In the functional structure the Executive Director, Office for Children, is 
responsible for the central policy and planning of the Office for Children, which 
includes Child Protection. 
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Figure 4.3: Part of the Functional Structure for the Office for Children (2005) 
showing only the functional relationships between Child Protection 
and other major areas. Sourced: DHS Intranet  
 
Degree of Formalisation 
Child Protection was also highly formalised, as there were many controls 
in place to help govern Child Protection decision-making. For example, the 
Children and Young Persons Act 1989 was the government legislation directing 
Child Protection when this analysis was undertaken. This legislation determined 
Child Protection operational processes on a daily basis; a reported concern only 
became a ‘notification’ if the information fitted into one of the legal categories of 
harm as defined by the Act. In addition, the Victorian Risk Framework provided a 
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decision-making framework that helped to standardise decision making processes 
(Child Protection Professional Development Unit, 2003). The statewide CASIS 
computer system was another form of control as it determined reporting formats 
approved for use within the Department.  
Span of Control 
The Child Protection Manager had seven Unit Managers, or subordinates, 
who directly report to the Child Protection Manager. The seven Unit Managers 
within Child Protection usually managed two team leaders. Figure 4.2 
diagrammatically illustrates the span of control for Child Protection. 
Size  
At the time of the interviews, there were 75 Child Protection staff (i.e., 
administrative and Child Protection workers) employed in the region, 20 positions 
were located in the rural office locations. The actual number of Child Protection 
workers varied due to continual turnover and was often less than the set staffing 
levels determined by Child Protection.  
Summary 
Child Protection was and is a work unit within DHS, with moderate 
complexity indicated by several levels of differentiation both horizontally and 
vertically, and geographic dispersion across three locations. The decision-making 
process was usually local or decentralised within a team structure. Team structure 
and the relationships within the team were important to the success of the 
decision-making process. Child Protection also reflected the high level of 
formalisation of the wider DHS organisational structure.  
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At a recent meeting in DHS’s Head Office, the autonomy of the regions, 
size, specialisation and authority structure of Child Protection in different regions 
were discussed. First, it was stated that each region is autonomous, that is, the 
staff are responsible for their own services, expected to meet their key 
performance criteria with minimal involvement from Head Office. Second, there 
were differences in the size and number of Child Protection offices across the 
regions. Third, specialisation of tasks differs across regions, for example, in the 
Metropolitan regions there may be two Intake Teams that rotated or a response 
team separated into pre-court and post-court decision teams. While in a regional 
area teams were usually generic this meant that a worker had the client from the 
start of the process until the case was closed. Fourth, while the authority structures 
across the state were said to be similar, with the Team Leader reporting to the 
Unit Manager who reported to the Child Protection Manager, the Child and 
Family Worker levels (i.e., pay and responsibility levels) associated with these 
roles differed. These four issues indicated that while Child Protection across 
Victoria was similar there were regional differences due to each region ‘doing its 
own thing’.  
Environmental Network for Child Protection 
An environmental network diagram depicted the relationships between the 
organisation of interest and other organisations that were important for the 
successful achievement of organisational tasks and goals. On the basis of 
discussions with Child Protection workers (n=4) in the regional centre and general 
observation, the author constructed Figure 4.4, which highlighted the essential 
relationships that Child Protection had developed with other internal and external 
organisations. Depending on the actual client and their family circumstances, any 
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of the Departments or organisations in the environmental network chart may have 
needed to be involved in a case. External social welfare agencies, immediate 
family, next of kin, friends and friendship groups were usually involved in most 
Child Protection cases and therefore represented the closest relationship in the 
network group. 
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Figure 4.4: Environmental Network Chart for Regional Child Protection 
Department 
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The other organisations and departments in the network diagram who may 
have to be involved in a case were the legal networks: Police and its Sexual 
Offences and Child Abuse Unit (SOCAU), legal Courts and lawyers; DHS 
networks: Juvenile Justice, Housing, Children’s Specialists Services, Health 
Services and Disability; and other networks: Department of Education and 
Training, Maternal Child Care, Interstate Government Child Protection Units, 
Victorian Aboriginal Child Care Agency, CentreLink and Drug Treatment 
Agencies. With respect to advice, the relationship of these organisations, 
departments and services with Child Protection was usually two-way. However, if 
the case was a designated Child Protection Case, then the Child Protection 
caseworker was in control and coordinated the other organisations or departments 
involved. 
The environmental network of an organisation provides an important 
broad overview of the relationships that need to be considered in the provision of 
services by that organisation. The complexity of the network impacts on the 
coordination and control of services provided, in this case, by Child Protection. 
Communication is a key element for processes that are negotiated between 
members and ongoing management of these relationships. 
Conclusion 
This chapter examined the role of Child Protection workers with the aim 
of positioning Child Protection workers within their legislative, policy and 
organisational context as well as their wider external social networks. Child 
Protection has experienced and continues to experience ongoing change. It is 
covers both metropolitan and rural areas. It sits within a political system in which 
publically elected officials (i.e., ministers) are held accountable for the safety of 
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children by the public and media. The analysis has shown that Child Protection 
exists to fulfil the legislative responsibility to protect children and young people. 
The model of intervention was based on The Children and Young Persons Act 
1989. Notification of children and young people increased during the 1990s, 
which led to increased demands on Child Protection, more recently these demands 
have plateaued at a high level. Expectations on Child Protection workers are that 
they are responsible for the safety of children with increasing anger being directed 
towards workers and the Government by the public for failure to protect children. 
The Children and Young Persons Act 1989 has been reviewed and new legislation 
was passed in 2005 and implemented in 2006. 
An overview of the organisation’s social structure revealed that DHS was 
and is best described as a bureaucratic organisation both at the organisational and 
unit level. DHS is a large and complex organisation with high levels of 
differentiation and geographic dispersion. This results in more formalised 
procedures to control and coordinate the differentiated organisational tasks. Major 
policies and goals are determined by higher management while operational 
decisions are made at the local level.  
External relationships or networks of Child Protection at the regional 
office were documented by the author through discussion with workers. The 
network diagram (Figure 4.4) revealed that Child Protection had quite a number 
of relationships with other organisations and people.  
Observations and discussions with DHS and Child Protection have 
revealed that being a Child Protection worker was a complex job due to the 
families, the legislation bounding its practice and the fact that it was and is 
performed in a large, complex, bureaucratic organisation. Working within such a 
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social structure represents a challenge when families and their circumstances are 
not always rational and predictable.  
This project is about retention of workers and factors that influence 
retention. This chapter has provided the necessary contextual information, 
organisational and external, as well as the broad role of a Child Protection worker. 
The next step is to determine what it is actually like to work as a Child Protection 
worker within such a context. Perceptions of the job and the organisation from the 
Child Protection worker’s point of view are important in understanding what 
factors influence their choice to stay or leave the organisation. The next chapter 
therefore contains the methodology and findings of interviews conducted with 
Child Protection workers working within the BSW region of Victoria.  
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CHAPTER 5: IDENTIFICATION OF ISSUES: AN EXPLORATORY 
QUALITATIVE STUDY OF CURRENT CHILD PROTECTION 
WORKERS 
This qualitative exploratory study was planned to investigate Child 
Protection workers’ perceptions regarding what it is like to live and work in a 
rural or regional area as a Child Protection worker. The first objective was to 
identify factors that impact both positively and negatively on the workers, so as to 
understand what may be influencing the retention of these workers in the 
Australian context. The second objective was to use this information to develop a 
model of retention. The exploratory study was considered necessary due to the 
limited literature in this area and to investigate what was happening in a specific 
region of Victoria.  
Study Design 
The Interview Schedule 
Semi-structured interviews were conducted to document Child Protection 
workers’ perceptions and experiences regarding what it is like to live and work in 
a rural or regional area. The aim of the interviews was to discover what factors 
may be influencing the retention of Child Protection workers. Open interview 
questions were designed to cover areas that have been postulated in the literature 
as influencing the recruitment and retention of workers. Open questions allow the 
participant freedom to determine what and how much information they choose to 
volunteer, and to reveal feelings and information allowing a breadth and depth of 
information about issues that the researcher may not have considered (Stewart & 
Cash, 1997). To identify the current perceptions of the workers, 22 questions 
covered the broad categories of: living in the area; the nature of Child Protection 
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clients; expectations and knowledge prior to employment; and the experience of 
working in Child Protection which included participant’s perspectives on change. 
In addition, demographic data, such as education, age, job level, gender and 
tenure were obtained (see Appendix C for a copy of the interview guide). Probes 
were used to elicit further information or if clarification of an issue was required. 
The ideal number of participants for qualitative research is related to the 
point of theoretical saturation (Strauss & Corbin, 1998). Theoretical saturation is 
met when interviewing additional participants does not reveal any new data. In 
practice, however, it is recognised that constraints such as time, money and 
availability of participants impact whether theoretical saturation occurs. In the 
current study, the availability of participants constrained the number of interviews 
possible. As Child Protection in this region was a small Unit with approximately 
55 Child Protection workers, the study aimed to interview at least two workers 
from each worksite to ensure that each worksite was represented. This was 
achieved. It is acknowledged that the themes identified in the current study may 
not represent all the factors influencing retention of Child Protection workers 
(Strauss & Corbin, 1998).  
Timing of the Study 
The current study’s data collection was undertaken between December 
2004 and June 2005. Table 4.1 (p. 60) lists the events and reports that have 
brought about changes in Child Protection. This placed the start of the interviews 
in the month the Victorian State Government announced the establishment of the 
‘Office for Children’, and the completion of the interviews in the month prior to 
release of the draft of the new Children’s legislation Bill.  
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The Sample 
Recruitment of Participants 
All Barwon South Western Region (BSW) Child Protection workers were 
invited to participate in the study. In the regional centre, the student researcher 
attended a staff meeting to introduce the study, distributed plain language 
statements (Appendix C) and answered questions. Subsequently an invitation 
outlining the study, the researcher’s contact details and a plain language statement 
were emailed to all workers at this site. Interested workers contacted the student 
researcher by email or face-to-face to make appointments to be interviewed. In the 
two rural areas, an email outlining the study, a plain language statement and the 
student researcher’s contact details was sent to all workers. Each site was then 
visited. The student researcher was introduced to the workers and any questions 
were answered. Interested workers contacted the student researcher by email or on 
the day made appointments to participate in the study.  
The Participants 
Semi-structured interviews were conducted with 16 Child Protection 
workers across a regional area of Victoria, 10 Child Protection workers from the 
regional centre and six workers from the rural areas. There were 15 female 
workers and one male worker who had been in their current position for an 
average of 2.8 years (range = 0.3 to 7 years) but who have been working in Child 
Protection for an average of 6.0 years (range = 0.3 to 15.5 years). Their positions 
ranged from entry level Child Protection workers to Unit Manager (i.e., Child and 
Family Services Worker level two (CAFW 2) to level five (CAFW 5)) with a 
majority (n=8) experience Child Protection workers (CAFW 3). Background 
training prior to appointment varied and included Welfare (n=7), Social Work 
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(n=5) and the remainder (n=4) were from a variety of social science backgrounds. 
Eleven of the 16 participants were new graduates on arriving at Child Protection 
(see Table 5.1) and eight had undertaken their last placements of their course at 
Child Protection. Ten of the eleven new graduates were mature age students. Most 
of the mature age students completed training between the ages of 30 and 49 years 
with one in the 50+ year age bracket. The remaining new graduate finished 
training within the 20-29 years age bracket.  
Table 5.1 
Current Age Distribution of Participants (Years) by Welfare Experience Prior to 
Child Protection 
 Current Age of Workers 
Welfare Experience 20-29 
years 
30-39 
years 
40-49 
years 
50+ 
years 
Total  
New Graduates* 2 1 5 3 11 
Welfare job experience** 0 1 2 2 5 
Total No. of Participant 2 2 7 5 16 
Note: *Number of workers who were new graduates when starting in Child Protection.   
**Number of workers who had welfare related job experience prior to starting in Child 
Protection.  
Procedure 
Ethics Approval was obtained from both Deakin University Research 
Ethics Committee and DHS Human Research Ethics Committee for the study 
(Appendix D). Semi-structured interviews were conducted across three work sites, 
one in a regional centre and two in rural sites. The interviews were carried out in a 
location chosen by the participant, generally in an interview room located at the 
worksite or in a quiet spot at a local coffee shop. Prior to starting the interview the 
participant was provided with a Plain Language Statement and a Consent Form 
(Appendix C). Participants were asked to sign the Consent Form before the 
interview commenced. The interviews varied in length, from one hour to three 
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hours. Notes were taken during the interview. Interviews were not audio taped. 
This decision was made by the Research Steering Committee who believed, based 
on their knowledge of the staff, that workers would not volunteer to participate if 
the interviews were audio taped. All interview notes were then typed by the 
author. To assess the validity of the data, the interview notes were sent back to the 
participants to review and provide feedback. Twelve of the 16 participants 
reviewed and returned their interview summaries (75%). Five participants 
confirmed the accuracy of the interviews with no changes required. Six 
participants amended the interviews with a few word changes and four also 
provided some additional information. One participant made numerous changes to 
their interview by expanding on issues and adding new information. This 
individual’s interview data were amended as requested by the participant. Four 
participants provided no feedback and it was presumed that they had no 
difficulties with the record of their interview.  
Analysis of Qualitative Data 
A thematic analysis was conducted on the data (Boyatzis, 1998). The 
purpose of the study was to identify themes that emerged from the interview data. 
The amended participant interviews were saved as rich text files and imported into 
a qualitative data management software program called NVivo. NVivo was first 
launched in 1999 (Latrobe University, Melbourne, Australia) and created by the 
same designer of the original NUD*IST software. The NVivo program is aimed at 
smaller research programs requiring detailed analysis and has the functional 
advantages of allowing the researcher to code and edit within the program. 
To begin the process of investigating and developing the themes a process 
called microanalysis was performed on the first three interviews. This was a 
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detailed line-by-line analysis used to generate the initial themes. The process 
involved scanning a section of the interview, then asking the questions: who is 
this about? what does it say? why? where? how? how much? and with what 
results? The process enabled analysis at two levels: what the actual words said; 
and the researcher’s conceptualisation of the words to uncover the overt and 
underlying themes contained within the data (Strauss & Corbin, 1998). Initially 
overall themes were identified, labelled and defined (Boyatzis, 1998). After 
reflection, sub-themes emerged and both themes and sub-themes were further 
refined to fit the data. The interviews were then coded using the themes. The unit 
of analysis was the departmental level of an organisation, the unit of coding was 
an identifiable section of text that represented a unit of meaning or an issue. The 
end of a unit of coding was determined by a change in the issue being discussed 
by the participant. The length of a unit of coding depended on the length of time 
or the depth to which an individual spoke about the issue. This process confirmed 
and refined the original a priori themes and added further themes and sub-themes.  
Results 
Five major themes were identified: (1) Prior to Child Protection, (2) 
Working in Child Protection, (3) The Future, (4) Lifestyle, and (5) Organisational 
Issues (Table 5.2).  Prior to Child Protection, Working in Child Protection and the 
Future were a temporal series of themes that reflected the past and present 
perceptions, and future intent of the workers. Lifestyle highlighted some of the 
external or environmental factors that affected the worker’s choice of where to 
live. The Organisational theme contained the worker’s perceptions of the 
organisation. 
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The major themes and sub-themes contained in Table 5.2 will be discussed more 
fully. Unless otherwise stated there was no difference found between the workers 
located in the regional and the two rural work sites. In addition, as a consequence 
of the confidentiality concerns raised by both Ethics Committees, specific 
participant quotes have not been reported, only the themes and ideas drawn from 
the data. 
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Table 5.2  
Major Themes and Sub-Themes Identified From Interviews with Current Child 
Protection Workers 
Major Theme Sub-Themes Definition of the Sub-Themes 
Prior to Child 
Protection 
Preparedness Comments that provide information about prior experience 
that indicates how prepared the individual was on arriving 
and include the sequence of events that led to working in 
child protection. 
 Expectations Any expectations that a worker may have had prior to 
arriving and whether these expectations have been met. 
 Motivation Comments about what motivates a worker. 
 Values  Stated personal values.  
Working in Child 
Protection 
Clients Comments or information that describes the nature of the 
clients. 
 Work Demands Comments related to work demands and include any 
comment related to these demands. 
 Emotions Comments that focus on the emotional state of the workers. 
 Boundaries How workers establish or maintain boundaries. 
 Support and Care Comments that indicate what care and support is provided 
and what the worker seeks out.  
 The Team or 
Peers 
Perceptions of the team, peers or others across the 
department. 
 Training Comments about Professional Development and include 
issues such as training and study. 
 Satisfaction Stated level of satisfaction and reasons for that level of 
satisfaction. 
The Future Future Comments related to future intent (intermediate and longer 
term) and include issues such as ambitions, intention to 
stay/leave, any reasons for these intentions. 
Lifestyle Connection to 
area 
How workers are connected to their geographic locations. 
 Time and 
Distance 
Comments related to the distance and time to places, 
activities or people. 
 Invisibility Comments regarding the probability of seeing or running into 
clients in non-work times. 
Organisational Change Comments related to organisational changes that have 
occurred and include the impact of these changes. 
 Work Systems Comments that relate to the work systems. This includes the 
organisational ‘processes’ and the ‘physical’ workspace. 
 Organisational 
Attitudes 
Comments that mention the attitudes of management, 
leaders, the department, DHS. 
 Organisational 
Values 
Workers perception of the organisation’s values. 
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Prior to Child Protection 
The theme Prior to Child Protection described how prepared the workers 
currently felt they were for their job, what expectations they had prior to starting 
employment in Child Protection, whether these expectations have been fulfilled, 
their perceptions of what workers may enjoy about working in Child Protection 
and the values the workers hold as important. 
Preparedness 
Perceptions about DHS as an organisation prior to commencing work in 
Child Protection indicated that most workers had no real idea what DHS would be 
like as an organisation. They did not think much about what DHS would be like 
and had no preconceived ideas. One worker stated that it was just a building that 
people work in, while another thought that it would be bureaucratic. Only five 
participants had some experience in the area of social work or welfare prior to 
starting in Child Protection. However, only one of the five experienced workers 
stated that they had done similar family work and that their expectations were 
realistic, while one new graduate worker stated that they had no illusions 
regarding the nature of the job. The remaining workers (n=14) stated that they had 
no concept of the job role, that is they did not know or think about what the work 
would involve. Some stated that they knew something about casework and case 
management. Some thought that the job would involve removing children and 
undertaking assessments. One worker stated that having done a placement 
provided a bit of an understanding of the job but did not provide any indication of 
the level of stress. They spoke about their limited knowledge regarding 
legislation, court work, assessment of children (risk) and traumatic experiences. 
One worker spoke about knowledge gaps and went on to say that knowledge gaps 
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were not filled by the organisation and that they needed more support, to be 
valued and to be given consistent information. 
Expectations 
The workers referred to both their expectations of the job itself and their 
expectations of the organisation. There was only one difference between the 
regional and the rural work sites. At the regional work site two workers expected 
that DHS as an organisation would provide more career opportunities. One of the 
workers stated that this expectation was due to the larger size of the organisation. 
One worker indicated that this expectation regarding career opportunities had 
been met while the other worker indicated that there had been opportunities but 
they had not taken up the opportunities presented. 
Expectations of the job were that it would involve working with families 
and the clients (n=5), assessing risks (n=3), making changes in children’s lives 
including removing children (n= 3) and court work (n=2). Other expectations of 
the job mentioned once were that it would involve interviewing skills, report 
writing, referrals, being busy and knowledge about some things but not others. All 
these expectations were fulfilled. 
Expectations of the organisation by the workers are listed in Table 5.3. In 
addition to those listed in the table, one worker stated that they did not have any 
expectations, while another worker stated that they expected to be fairly treated 
and that this happened most of the time.  
 
90 
Table 5.3  
Workers’ Expectations of the Organisation and Whether or Not Expectations  
were Fulfilled 
Expectation Fulfilled* Not Fulfilled Total No. of Comments 
Working conditions:    
      Physical Conditions  1 1 
      Superannuation  1  1 
      Job Security 1  1 
      Study leave 1  1 
      Autonomy 1  1 
      Pay 1 1 2 
Skills and Knowledge:    
     Training 2  2 
     Skill development 1  1 
     Skills Utilised  1 1 
Support Structure 4 1 5 
Supervision 3 2 5 
Workload (includes emotional 
work) 
3  3 
Note: * Most workers had more than one expectation. The Total Number of Comments is 
equivalent to the number of workers who mentioned the expectation. 
Two workers also expressed a more general expectation of the 
organisation. One worker expected the organisation would be cold/clinical, have 
poor conditions, high turnover and that it would be a difficult and stressful place 
to work; but they have experienced the opposite of all these expectations. The 
second worker had negative expectations of Child Protection due to people 
expressing fears about the work and the organisation prior to their starting, 
however since starting they found Child Protection to be different to their 
expectations.  
On reflection, the workers felt that they had no real idea of what they were 
specifically going to be doing or what sort of organisation DHS would be like to 
work for, yet when asked what expectations they had before starting most workers 
were able to indicate they had expectations. Of the expectations mentioned, 25% 
had not been met (Table 5.3). Expectations regarding supervision had not been 
met for two out of the five workers. 
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Motivation 
Three workers volunteered comments on what can motivate Child 
Protection workers. It was indicated that Child Protection workers should be 
people who enjoy the unpredictability of life and a challenge. More specifically 
two workers, one from the regional centre and the other from the rural area, 
described Child Protection workers as enjoying the adrenalin rush that the job 
brings. One worker used the metaphor of an adrenalin junkie who becomes high 
with adrenalin when a situation occurs and then falls to pieces (withdrawal) when 
the situation has been addressed. This cycle occurred due to the unpredictable 
nature of the work and the need to respond immediately. They stated that workers 
enjoyed the unpredictable nature of the job but were conversely stretched 
emotionally by the stressors of the job, the human injustices witnessed and the 
need to develop and apply skills to different situations.  
Personal Values 
Child Protection workers most highly valued honesty, integrity, respect 
and caring/empathy. Table 5.4 lists these values and the situational examples 
given during the interviews. Other values mentioned twice were being open, 
transparent, equity or equality, and family. Values mentioned once were support, 
listening, having fun, valuing the team, genuine, optimism, loyalty, 
professionalism, quality work, responsibility, follow-through, sense of 
community, enthusiasm, passionate and being non-judgmental.  
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Table 5.4 
Most Frequently Mentioned Personal Values 
Value Number of 
Workers* 
Situational Examples 
Honesty 11 Own up to own mistakes; not going behind someone’s back to 
express concerns; saying what I know and feel rather than 
trying to make something it’s not. 
Integrity  8 Only doing what qualified to do; ability to take stance, stick to 
it and believe in stance; valuing people rather than as a means 
to an end. 
Respect 8 Treat people as would want to be treated; be nice and polite, 
not being rude, not pushing people; treat people with respect. 
Caring/Empathy 5 Caring about people; like to be understanding of other people’s 
issues; be kind to each other and work from a basis of love. 
Note: * The number of workers who indicated that value as important. 
 
Working in Child Protection 
The theme Working in Child Protection drew together comments 
regarding the clients, work demands, teams and peers, support systems as well as 
professional development and training. 
Clients 
The characteristics of the children and their families were perceived as the 
same across all work sites, with similar issues and problems. At the time of the 
interviews, some regional workers worked with a particular client group (e.g., 
Adolescents) however if the comments are combined for the regional centre there 
were no differences in the characteristics of the clients between the regional and 
rural work sites. Child Protection clientele were similar and said to provide DHS 
and Child Protection workers a challenging group of people to work with on a 
daily basis.  
The clients and their families were characterised by the Child Protection 
workers as being more complex over the last couple of years with an increased 
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number of issues within a family. Child Protection workers also said that parents 
of clients were usually unemployed, some with mental health problems, 
intellectual disabilities and police records. There were drug, alcohol and violence 
issues. There were generational parenting problems with poor family and support 
networks. The parent(s) could show the effects of long term emotional, sexual or 
physical abuse and neglect. Families were characterised by workers as low socio-
economic status and could be second and third generation unemployed. Families 
and clients could have long histories with Child Protection and DHS. Clients often 
had poor self-esteem, no capacity to persevere and lacked an understanding that 
they had choices. Older clients may have had the same issues as their parents such 
as drugs, alcohol and violence issues. The clients could also show the effects of 
long term emotional, sexual or physical abuse and neglect. 
Work Demands 
The workers spoke about work demands in various ways throughout the 
interviews. The comments about work demands were grouped into the job 
demands, the effects of these demands, what people did about the demands, and 
suggestions to address these demands. 
The job was explained as being about processes, clients, accountability, 
legislation and practice, with one worker stating that it is hard to describe what 
Child Protection workers actually do. The job was described as challenging, with 
enormous amounts to learn, huge variety and requiring the ability to drop things 
instantly and manage uncertainty. Other aspects of the job were: that it has a 
legislative role, which makes it authoritarian and directive; conflicting demands, 
such as needing to get administration and tasks done while keeping work hours 
down; high and continuous workloads due to the increasing level of notifications, 
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access visits that take hours out of the day which reduced time for other activities, 
and keeping up to date with changes to the legislation and working documents; 
time demands, which were explained as being related to the amount of work, 
court reports and access visits; and a visible component as Child Protection was 
under the scrutiny of others both internally and from the public. The view was 
expressed that the workers are pushed to maximum capacity, as management 
expected a lot.  
The job was described as being hard to forget. The workers used words 
such as frustrating, overwhelming, stressful, challenging and emotional to 
describe its effects. The job was frustrating due to its effects on the workers’ lives. 
It was described as overwhelming, stressful and challenging as people struggle 
with the workload and working with difficult and vulnerable people. It was also 
described as emotionally intense, with workers saying that you cannot take the 
criticism or abuse personally. The job was said to increase adrenalin levels due to 
having to respond to demands, with higher adrenalin levels related to higher 
response demands, workloads and the intensity of the emotional load. In addition, 
‘new positions or job roles’ due to promotion or job redesign were mentioned as 
changing demands. Workers mentioned there was a need to handle the new 
positions, learn new tasks and demands. 
Workers utilised strategies such as time management methods, for 
example task lists, re-prioritisation (sometimes with a supervisor), and delegation 
(management levels) to help with work demands. They also simply worked longer 
hours, or used crisis management, that is, only doing what was needed to be done. 
The team members provided emotional support to each other. One worker 
indicated that the length of time in Child Protection helped deal with job demands 
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as organisational processes became more automatic the longer one remained in the 
department. 
Suggestions mentioned related to addressing work demands were for new 
workers to be eased into the job by not overloading new workers, to employ case 
support workers and allied Child Protection workers as helpers, that backfilling 
was essential to cover leave, training, and that people were needed who are 
capable of doing the work and teaching others.  
Emotions 
Workers from the regional (n=6) and rural (n=5) sites spoke emotionally at 
times about how they felt in regards to the organisation, themselves, the team, the 
job, the clients and their families. Workers explained these emotions using 
examples. 
Two workers expressed negative attitudes towards the organisation. One 
worker said the organisation has not done enough to assist the workers to cope 
and another stated that the attitude of the DHS that you are ‘just a number’ and 
that can make a worker ‘bitter’ towards the organisation. 
Eleven of the workers (68%) provided emotionally based comments, 
which could be viewed as negative. Workers used words such as tired, 
disappointed, angry, bitter and emotionally drained to describe themselves. 
Workers explained the source of these emotions in various ways. One worker, for 
example, explained that there was abuse from the clients and parents and so a 
worker needed to know ‘what buttons’ they have to press, to recognise their 
emotional response when a client or parent pushed them. Another indicated that 
‘you cannot win’ because the decision, to let a child stay in a situation or the 
decision to remove a child, can both have an adverse impact on the child. Two 
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workers went on to express the view they did not have any idea of the emotional 
impact of the job before starting work, with one stating that even having done a 
student placement they had no idea about the level of stress. 
The emotional state of an individual could affect the team. One rural 
worker commented that as the office felt like a family, the emotions of an 
individual are transferred to the team. A ‘bad’ day for an individual could affect 
the dynamics of the office. 
Words such as conflict, aggression, bad language, traumatic and constant 
abuse were used in relation to clients and parents. One worker felt that the conflict 
and aggression were cumulative, while another that the families took out their 
anger and frustration on the workers.  
Boundaries (Physical, Mental, Emotional) 
The workers provided their general view on boundaries, as well as the 
actual techniques used to maintain boundaries. The actual techniques used to 
establish and maintain boundaries were categorised into three classes: physical, 
mental, and emotional. 
In general, workers saw establishing boundaries as their responsibility. 
They provided a range of comments such as that boundary management were not 
prescribed by DHS but left to the worker to handle or that boundaries were 
flexible and able to be moved to suit the circumstances. One worker felt that 
boundaries were inherent in relationships where there was a power differential, 
such as between the worker and the client, where power was provided by the 
legislation, or between the Team Leader and the Team where power was provided 
by the job role. Also one worker felt that boundaries needed to be established at 
the start of a case and if necessary additional ones added during the case. For 
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example, from the start the worker felt that there was a need to set up boundaries 
with clients and parents regarding unacceptable behaviours, such as hitting, with 
consequences for breaches such as decreased access to children. Finally, one 
worker felt that it was harder to maintain boundaries when tired and worn out, 
while another thought better management of boundaries would lead to better self-
care. 
Physical boundaries and the techniques used to maintain physical 
boundaries, mentioned by 11 workers, are listed in Table 5.5. The techniques used 
aimed to maintain distance and restrict disclosure of personal information, at all 
times, that is in both work and non-work hours. Two workers also commented 
that they had no problems with meeting clients and their families in non-work 
situations. A worker also noted that if problems were expected with a client and 
their family, that two workers would be involved. 
Table 5.5 
Boundary Techniques - Physical 
Technique Number of Workers* 
Live in one area and work in another, so do not work with clients and 
families from home town or home area. 
5 
Avoid clients – Don’t acknowledge clients and family in public 
places, if approached say ‘Hello’ or ‘tell them not working’, and keep 
walking. 
3 
Silent phone number.  3 
Separate work from home; separate work colleagues and friends. 2 
In public take off anything that identifies that you work for Child 
Protection, discussions in public are de-identified.  
2 
Don’t frequent places clients are likely to be. 1 
Drive to work, do not use public transport. 1 
Try not to reveal where you live. 1 
Silent voter. 1 
Note: *Number of Workers who mentioned technique 
Mental boundaries were about clearly understanding the role of a Child 
Protection worker and restricting or not giving any personal information to the 
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clients. Seven workers provided a series of comments that could be summarised 
as (1) being clear about the role of Child Protection and why as a statutory body 
they were involved, and (2) Child Protection as an organisation and its impact on 
clients and their families. For example; know your own boundaries and 
communicate them to others; restrict personal information, such as family 
information; make it clear to clients that some areas are off limits, while 
selectively providing just enough personal information to establish rapport; 
outside of work, be careful to maintain the confidentiality of the clients and be 
general about what you do and where you work when talking with friends and 
family. 
Emotional boundaries are defined as boundaries that help us to deal with 
our own emotions and disengage us from the harmful, manipulative emotions of 
others (Cloud & Townsend, 1992). Six workers provided comments regarding 
emotional boundaries. Emotional boundaries were overall about not seeing clients 
as friends and not taking on the burden of the clients and their families. One 
person indicated that Child Protection workers were not friends with clients, and 
another added, that workers had to be diplomatic and assertive if clients wanted a 
relationship. A different worker indicated that it was not a good idea to become 
weighed down with the client’s issues as there is only so much a worker can do 
and that if clients became angry that their children were being removed, then the 
worker had to let go of these emotions. An experienced worker said they learnt 
with time to focus on the children and not to become as attached and aligned with 
the family. A final comment was that workers had to understand the need to look 
after themselves emotionally, that this was about managing the stresses and the 
need to discuss stress with supervisors, use the Employee Assistance Program 
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(EAP), and prioritise work tasks. The EAP is a short term solution-focused 
counselling service that was referred to by participants as EAP or counselling.  
Support and Care 
Organisational support was provided formally by people in Child 
Protection, such as supervisors, team/peers and management, and by processes, 
such as the Employee Assistance Program (EAP) and the Critical Incident Stress 
Management Service which provided trained support workers and debriefers to 
assist workers after a traumatic event if required, and was referred to by 
participants as debriefing. 
Most workers indicated that supervision or supervisors were available 
(n=12) with a quarter of these workers saying that supervision could be improved. 
Three workers provided additional comments, the first that the organisation 
needed to acknowledge the problems with supervision and instigate improvements 
(note: New Supervision Standards were stated to have been written at the time of 
the interviews). The second, that their own supervision was irregular but that this 
situation was OK, while the third recommended that Team Leaders and higher 
management levels should have the option of external supervision paid for by the 
Department. Good supervision was stated to increase the probability that workers 
would remain in Child Protection.  
Informal support was also provided by teams, peers and colleagues (n=8) 
who showed their support by getting involved, being willing to give a hand, by 
being people with whom workers are able to debrief over lunches and at the Pub. 
There were mixed views on the level and type of support provided by 
management. Two regional workers stated that management were supportive, 
approachable and proactive. In contrast two rural workers and one regional 
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worker said that, in general, managers did not provide support and only contacted 
a worker when something went wrong, such as a complaint.  
Support processes, such as EAP, counselling and debriefing were stated as 
being available (n=9) however not all workers were satisfied with these processes. 
Two workers commented on these systems. One worker stated that they had not 
had a positive experience and they were not sure of the training or qualifications 
of the EAP counsellors or confidentiality of internal debriefing. The other worker 
stated that the system was not a user-friendly system. Other organisational 
supports mentioned were flexible working times and time in lieu (n=3), case 
limitation for new workers (n=1), opportunities for training both internally and 
externally (n=1), and department initiated barbeques (n=1). 
In addition to supports provided by the organisation, the workers had 
various ways to look after themselves, such as involvement in different activities, 
or with people external to the organisation who provided support and care (see 
Table 5.6). 
Table 5.6  
Support Workers Seek Out or Use as Self-care 
Action Examples 
Activities Gardening, reading, exercise (golf, sports, fishing), massages, involvement in 
voluntary organisations and their associated activities, holidays  
People* Supervision, team, others in organisation, family, professional and peer networks, 
friends, church, husbands/wives/partners, other professionals 
Processes Time – starting times, staggering holidays 
Separate work and home 
Other Healthy lifestyle, homeopath, animals 
Note: * People provided support in various ways, e.g., discussions, debriefing. Each comment 
mentioned by one person.  
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Team and Peers 
The perceptions of workers’ teams and peers differed across the regional 
and rural work sites which indicated that there may be different conditions at 
different locations, such as a local environment or the dynamics of a team. 
Regional workers perceived that their team members were more positive than did 
rural workers. For example, the regional workers provided comments such as that 
the team was ‘OK’, committed, that working in a larger work group helped the 
team and that they liked the mixture of enjoyment and stress the job provided. 
Two regional workers provided less positive comments: the first mentioned the 
overwhelming stress, which was not helped by the physical environment; while 
the second mentioned the isolation caused by the lack of supervision and team 
meetings, which affected team members differently. Rural workers in comparison 
provided mainly negative comments. Rural workers generally perceived others in 
their team as frustrated, disillusioned, ambivalent or struggling with the job, that 
the job had a negative effect on workers and that there were no positives for 
anyone. On a more positive note, one rural worker said that overall, the team 
varied from being discontented and that Child Protection was not the place for 
them, to feeling very good about the job. A second rural worker commented that 
the changes in workers’ feelings were correlated with their workload but despite 
how workers felt, they were all committed, conscientious and resourceful because 
they had to be in a rural area.  
Teams in general were a place of support and change to team structure 
resulted in changed group dynamics. The teams were described by the workers as 
understanding what a worker goes through; a support and a place to debrief and to 
talk about workload; welcoming; warm; easy to speak to; and being like a family, 
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with the ups and downs, it can be emotionally draining. In addition, two workers 
mentioned the impact of changes in team composition. New team members and 
team leaders were said to influence team dynamics, particularly new team leaders 
who had different leadership styles. One worker also mentioned that a team 
leader’s role should be to look after the team, implying that this had not happened. 
Training 
The workers’ opinions regarding professional development and training 
included opinions on the organisation’s attitude to training; identification of 
training needs; training opportunities; and barriers and problems with training.  
The Department’s attitude to training was generally perceived as positive 
in that it encouraged training and supported workers (n=3), however that training 
was subject to approval from management and was not always permitted (n=3) 
which could be a barrier. Four workers said they took responsibility for their own 
professional development. The training needs or gaps were seen as being 
identified by the organisation via achievement plans that were part of the 
Performance Development and Recognition Program (n=3).  
Training opportunities were both internal and external to DHS. Internal 
departmental training was predominately via the Training Calendar compiled by 
the Training Unit. External opportunities were provided by other organisations 
such as Barwon Health (Barwon Health Social Work Group) or Non-Profit 
organisations, such as St Vincents, through out-of-work activities that developed 
job-related skills and knowledge. Two of the workers interviewed were currently 
undertaking work-related external training through recognised training bodies. 
One worker indicated that they had not done any training for six months and was 
feeling professionally stilted. One worker indicated that it was more difficult to 
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find training opportunities the higher up the organisational hierarchy a person was 
located.  
Workers also mentioned barriers and problems with training. For example, 
barriers to training were gaining approval from DHS, the location of training (i.e., 
Melbourne), the time and energy needed, and that the training offered was 
targeted at new workers. Except for one worker, these barriers were all voiced by 
workers from the rural work sites (n=5). Four workers also mentioned problems 
with training. Three commented on the need for ‘better’ or ‘more’ training. For 
example, one worker stated they were not sure of the quality of the recent 
Beginning Practice Workshops for new workers, while another stated that there 
was a need for more specialised training due to specialised job demands. A 
concern about the cost of losing workers (i.e., reduction of effectiveness) who 
have had extensive training and experience and the corresponding reduction of 
effectiveness of a team was also voiced.  
Satisfaction 
Workers were asked how satisfied they were working in Child Protection. 
Most of the workers indicated that they were generally satisfied (n=11) with their 
job, while a few stated that they were satisfied in some areas of their work role or 
that their level of satisfaction varied (n=4). Only one worker was not generally 
satisfied with their current job role and was applying for another internal position. 
Applying for another internal position suggested that organisational issues were 
not a major reason for their lack of satisfaction but that the job role may be a more 
important issue. 
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The Future 
Intention to Stay 
Reasons as to why Child Protection workers stay as well as their future job 
intentions provide insight into reasons for turnover. The workers’ answers to the 
question as to whether Child Protection was a long term job prospect fell into 
three groups: Yes, they saw it as a long term prospect (n=5); Yes it was currently 
a long term prospect but that this may change (n=5); and No, they did not see it as 
a long term prospect (n=6). 
Planning to Stay Long Term 
Of the five workers who stated they were planning to stay long term, three 
were rurally based and two were regionally based. They had worked for various 
lengths of time in Child Protection, from less than a year to over 10 years. Four 
workers stated that they were ‘very’ or ‘pretty’ satisfied with their jobs or gave it 
a rating of eight or nine out of ten, while the remaining worker indicated that 
satisfaction varied day to day. The reasons why they planned to stay were: that 
they enjoyed the job and what they did (n=5), with one worker adding that they 
would get bored working anywhere else; it was an honour to do the work (n=2); 
helping to make change in families was rewarding (n=2); they enjoyed the team 
and their support (n=1); there were good reimbursements (i.e., money) (n=1); and 
that the job provided an opportunity to learn on a daily basis (n=1). 
Currently Planning to Stay 
Five workers said they were currently planning to stay, three were 
regionally based and two rurally based. Again, the length of employment in Child 
Protection varied from less than a year to over 10 years. The reasons workers 
stated they may decide to leave were: if an opportunity to increase knowledge and 
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experience arose; if ongoing support and leadership were to change; if the 
circumstances changed such as the need to work; or if the planned length of time 
to remain in Child Protection was reassessed. One person, who commented that 
they needed to work, said that it was the combination of living in the area and the 
sense of security and remuneration from the Department that resulted in the 
current decision to stay. One person indicated that they were currently scanning 
the job market to stay abreast of job opportunities. 
Of the five workers who indicated that they were currently planning to 
stay, three stated that they were generally satisfied working in Child Protection. 
The fourth worker was satisfied in some areas of the job but indicated that 
addressing the need for a higher wage commensurate with their skills as well as 
more workers and services that address children’s needs would improve their 
satisfaction. The remaining worker was not satisfied. This worker was exploring 
other internal job options.  
The reasons the workers currently stayed was the need for a regular 
income (n=3), that they enjoyed working with colleagues (n=3) and being part of 
the team (n=1), the excellent supervision (n=1), the access to training and learning 
(n=1), the conditions (n=1), they enjoyed the job (n=1), challenges (n=1), living in 
the area (n=1), with one worker stating they were not sure why they stay. 
Not Planning to Stay 
Six workers said ‘No, they were not planning to stay’, five were regionally 
based and one was rurally based. Similar to the other groups, their length of 
employment varied from less than a year up to 10 years. Reasons given for not 
planning to stay were varied. Three workers indicated that working in Child 
Protection was never a long-term prospect and that they have other career or 
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personal plans for the future, while two workers said the effects of the job on the 
worker, such as burnout, and on their personal life limited the time possible in the 
job. The remaining worker indicated that they planned to move into a different job 
where the key function was being supportive to families. 
Although the workers were not planning to stay, they were generally 
satisfied or satisfied in some areas of their work. The three workers who stated 
that they were generally satisfied also provided comments such as that they 
wanted to leave every day, there were stresses and challenges and at times they 
hated the job. One worker said that they needed to be realistic about what was 
achievable, so personally they were satisfied with what they do but not 
professionally satisfied with what they had achieved. For one worker satisfaction 
varied with workload, while for another the job had been a positive and great 
learning experience.  
Reasons for currently staying (i.e., but not planning to stay) were: the 
successes, described as making a difference or the rewarding moments (n=3); the 
families and team they interacted with on a daily basis, (n=3); that it is a 
stimulating job with challenges that can give you a ‘buzz’ (n=2); that the job 
provided an opportunity to learn on a daily basis (n=1); the conditions (i.e., study 
leave) (n=1) and the work was good (n=1). 
Lifestyle 
The theme lifestyle reflected the most important positive and negative 
aspects of living and working in an area. The aspects revealed by the participants 
formed three sub-themes: connection to area; time and distance; and invisibility.  
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Connection to the Area 
‘Connection to the area’ comments indicated how the worker was 
connected to their geographic location. Family life and friends were the main way 
workers were connected to their geographical location. The comments included 
issues such as family and family life, friends, that it’s home, size of home town, 
proximity to the beach and its weather or seasons. The most frequently mentioned 
connection was family, with all but one worker indicating that they had family in 
the area and that this was one of the best things about living in the area. 
Comments regarding family included mention of growing up in the area or 
moving to the area with their own family. The one worker who did not have 
family in the area talked about a sense of community where they lived. The area 
where the workers lived felt as if it was home. Beach living was attractive to most 
of the workers interviewed, 10 workers lived near the ocean due to growing up 
near the beach or choosing to move closer to the beach.  
Other connections were friends and the consequences related to living in 
an area for longer times, such as reputation and local knowledge. A worker 
mentioned practical issues, such as the cost of housing and convenience. One 
worker discussed the look and feel of an area, with comments about the beauty of 
the area, or that it feels like a holiday where they live. Activities and interests 
were also mentioned in both a positive and negative way. In a negative way, that 
the distance or travel time to such things as the Arts and cultural experiences in 
Melbourne, lack of access to recreational services and the lack of choices in 
services and shops were not appreciated. In a positive way, the community 
activities, beach activities, sporting activities and that kids are involved in these 
activities were all pleasing aspects of their home life.  
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Distance and Time 
Distance and time were mentioned in both positive and negative ways. In a 
positive sense, the convenience (i.e., distance and time) to activities and places 
such as the beach, the Grampians (i.e., National Park in Western Victoria) or 
Melbourne were an attraction about the area in which the workers lived. Distance 
and time were seen however as a hindrance in relation to career opportunities and 
to being close to some family members.  
Invisibility  
Invisibility comments were about the probability of seeing or running into 
clients in non-work times. Some workers had established physical boundaries by 
putting distance between clients and home, by choosing areas to live not usually 
frequented by Child Protection clients. Ten of the workers lived near the ocean, 
nine some distance from their work site and one near their rural work site. Four 
lived in the regional centre near their work site but away from the areas with the 
highest client densities. Two workers lived in small towns away from their rural 
work site. Comments were made by regional and rural workers about ‘living in 
areas’ where clients do not usually live. In the regional centre some workers lived 
more than 40 minutes away from ‘usual client area’ by the beach or regional 
centre. In the rural areas workers live away from the rural town where they work 
and drove up to one hour into work. Rural workers in addition mentioned the 
issue of a smaller population and that this made it harder to be invisible both as a 
worker and for their families. 
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Organisational 
Change  
The actual organisational changes, as well as the number of changes, 
mentioned by workers varied. The impact of these organisational changes also 
varied. This suggested that the people interviewed noticed and responded 
differently to change. The changes mentioned were related to people, processes, 
theoretical approach, and demands. Two rural workers also mentioned that the 
following changes were needed: the first worker, that the lack of carers for 
children needed to be addressed; and the second, that the whole system in relation 
to the accountability of agencies needed to be changed. The impact of any change 
was generally rated as not having had any particular impact on their job, the 
workers simply adjusted to the change(s). Workers however spoke of negative and 
positive aspects of people changes.  There were no trends in issues mentioned 
related to work location, intention to stay or job classification level. The exception 
was that at one rural work site, all workers interviewed mentioned the change in 
staff, the high level of turnover, the associated investment in training new staff as 
well as the cost in time and effort in training new staff.  
Organisational people changes were about the movement of people 
internally and the turnover of staff. For example, the high turnover in Child 
Protection staff was mentioned, conversely others commented on the recent 
stability in staff, management or leadership. Some workers saw the changes, 
around 2001/2002, in Unit managers and the Child Protection Manager as 
positive. Another worker mentioned that in the 1990s there were major staffing 
cuts to Child Protection but that staffing levels are back to where they were before 
this particular organisational change was implemented. One worker commented 
that currently teams were full but also acknowledged the level of staff turnover.  
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Specific changes to ‘processes’ mentioned were about changes to 
supervision and the fact that positive supervision changes appeared to be 
happening (n=2). Other changes to processes mentioned were the introduction of 
case support workers, a review of the complaint processes, and introduction of 
specific teams (e.g., Short Term Intervention Team or STINT). Others simply 
mentioned that there had been process changes and could not remember the 
specifics of these changes. Changes to theoretical approach, such as the 
introduction of the Victorian Risk Framework, Innovation Projects, High Risk 
Infant Project, and the move to a minimalist approach to client interventions were 
mentioned.  
Changes in ‘work demands’ were described as an increase in reports and 
meetings, as well as an increased accountability of workers. These changes were 
said to have resulted in workers having to spend more time doing administration 
at their desk and having to relearn how to do reports.  
Work Systems 
The comments regarding work systems were related to policies and 
procedures, education, management and support procedures as well as the 
physical environment. Issues related to work systems were varied and showed no 
emphasis on a particular issue, and except for the physical environment, were not 
work location specific. 
Comments related to policies and procedures were varied. There were 
comments regarding the clients’ parents, that the parents should be on supervision 
orders and needed mentoring and support. A worker also stated that State 
Ministers did not use the power in the legislation and they needed to consider the 
civil rights of the clients as well as the rights of the parents. Another worker 
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commented that Child Protection was basically about assessment, referral and 
outsourced services or processes. It was also stated that it was harder to get the 
resources needed in the rural area, both in regards to practical items, such as 
stationary and professional services from psychologists and social workers, due to 
narrowed DHS criteria and lack of people who can provide these specialised 
services.  
Management was described in both positive and negative ways in relation 
to how they approach different work systems. Some workers felt that management 
were dynamic, brought a social feel to the Department and kept research alive. 
They were also described as having a lack of genuine belief in supervision and 
show nepotism and favouritism. It was also mentioned that the stability in 
management roles meant that there were limited advancement opportunities in the 
Department. 
Education of the public and politicians was mentioned, in regards to what 
was actually possible to change (i.e., children’s behaviours) and the level of 
authority that the State Government actually had to change clients’ and their 
families’ behaviours.  
Organisational support processes specifically mentioned were EAP 
(Employee Assistance Program), debriefing, critical incident (DINMAR) report, 
TIL (Time in Lieu), peer support, new supervision standards and that people were 
helpful at DHS. 
While comments were made about the work systems, such as policies and 
procedures, the physical work environment was also discussed. Comments 
regarding the physical environment were work location specific. In the rural area 
the two work sites were evaluated differently, all participants positively viewed 
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one rural site, while all participants negatively viewed the other rural work site. 
Both positive and negative comments were made about the regional work centre. 
Some of the adjectives mentioned in relation to the physical environment were: 
improvement needed, environment disgusting, horrible office, cramped premises, 
noisy, good and OK. The physical environment was stated as affecting how the 
workers felt. Comments were also made about parking availability and that the 
office was not suitable for the purposes of Child Protection. The suggestion was 
made by a worker to move Child Protection into the community.  
The range of comments provided by workers in relation to the DHS and 
Child Protection work system indicated that workers had a variety of issues that 
were important to each individual. There was no dominant issue to emerge but 
management and State Ministers were the focus of a number of comments. The 
workers identified areas of the work systems that represented potential areas of 
improvement.  
Organisational Attitudes and Values 
The attitudes and values of the organisation as perceived by the workers 
were examined. In general, the workers presented a negative picture of DHS. 
Fourteen participants provided comments on the organisation’s values, nine of 
which were negative comments. Five participants believed that public image was 
valued more by DHS than the Child Protection workers. Examples of image 
comments included that key performance indicators, facts, figures and keeping the 
Minister happy were important or valued by DHS. Two of the five workers who 
spoke about image, plus a third person, also believed that money was important to 
DHS with comments such as it is all about ‘bean counting’ or that decisions were 
based on the budget. Four workers thought that the DHS values were consistent 
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with all or some of the stated organisational values. Two people believed that 
honesty was important to DHS. Other individual workers mentioned values such 
as equity, equality, tolerance, transparency, the stated DHS values and respect.  
Comments that reflected the organisation’s attitudes were provided by six 
workers, three rural and three regional workers. All six workers’ comments 
contained negative aspects of the organisational attitudes. The comments were 
predominantly about DHS’s attitude to its people. Four of the workers mentioned 
that people were not valued. Comments such as that people were expendable, 
image and systems were valued more, or that more respect for the workers was 
needed, are representative of the thoughts of these workers. One worker 
mentioned the culture of overwork and the attitude of the organisation that 
workers needed to be available all the time. This worker also added that leaders 
did not set a good example as they worked long hours. One worker spoke about 
the attitude of DHS as critical and that workers could be blamed for situations that 
become publicly scrutinised.  
Discussion 
The first objective of this study was to identify factors that may impact on 
the retention of Child Protection workers. The findings indicated that there were 
three identifiable groups of workers, the participants who plan to stay, those who 
were monitoring the situation and those not planning to stay. Membership of these 
groups was not related to satisfaction with working in Child Protection as all 
participants stated that their satisfaction levels were moderate to high. 
Membership was also not related to the location of their job, that is rural or 
regional office, or their job level, for example if they were a team member 
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(CAFW level 2 or 3), team leader (CAFW level 4) or unit manager (CAFW level 
5).  
Environmental Context 
All workers had connections or relationships to their local environment. 
Family life and friends connected people to an area. Beach living was an 
attraction to most of the workers due to growing up in a coastal area or choosing 
to move to a beach area to pursue leisure activities. In addition, some workers 
used their home location as a physical boundary by putting distance between their 
clients and home. These data indicated that recruitment and retention of workers 
may be impacted by the workers’ connection to the area through family 
relationships and lifestyle choices. Therefore, a focus on the benefits of coastal 
living may attract potential workers and assist recruitment. 
The Organisation 
The workers mentioned a variety of organisational changes, but they 
noticed and remembered different changes. Overall, the changes mentioned were 
about processes, the theoretical approach to protecting children, job demands and 
people, and were said not to have had any particular impact on their job. While 
the workers mentioned that there had been changes in processes, only a few could 
remember specific process changes. For example, change to supervision and the 
introduction of case support workers were mentioned. In contrast, changes to 
theoretical approaches in protecting children were specific, such as the 
introduction of Innovation Projects. Job demands had increased with some people 
adding that there had been a parallel increase in accountability. People changes 
were about turnover, that is about the movement of people internally and people 
leaving the organisation. While the workers said that changes did not impact their 
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job, when the changes in people were mentioned they were usually accompanied 
by an evaluative statement, positive or negative depending on who had left 
indicating that people changes may impact workers more deeply. The data 
suggested that the movement of people or turnover and the subsequent change in 
members of the organisational social structure, as well as the impact of changes 
on job demands and relationships, were the important factors to consider in 
retention.  
As outlined in Chapter four, DHS was best described as a bureaucratic 
organisation. Work systems, policies and procedures are part of this large and 
complex organisation. These systems were perceived and evaluated by the 
workers in different ways. The workers generally aimed to keep up to date with 
policy or procedural changes and if in doubt would ask someone. A range of 
potential areas for improvement were identified. General discussions with workers 
suggested that the policies and procedures were increasing the amount of 
administration time at the computer which resulted in higher job demands and less 
time being available to see clients.  
For some workers there was incongruence between their values and those 
of the organisation. Some workers believed that DHS valued public image and 
budget more highly than their workers. The workers in contrast valued honesty, 
integrity, respect, caring/empathy and values associated with the qualities of 
relationships. As Child Protection employees were and continue to be people who 
aim to care and support others, it intuitively made sense that this group of workers 
would highly value the qualities of human relationships. There was a sense from 
those who said that DHS values public image that support for workers was 
compromised by such an attitude. A mismatch between the organisational values 
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and those of the people needed in Child Protection to fulfil their job role indicated 
incongruence between the work environment and the people employed in Child 
Protection (Holland, 1973, 1985). A recent study has found if a worker’s 
expectation prior to starting a job was that there would be congruence between the 
mission of the work and the organisation with their personal interests, and there 
was congruence, workers were more satisfied and committed than workers who 
experienced a lower congruence (Chernesky & Israel, 2009). This study also 
found that workers who valued mission or were ‘mission-driven’ (e.g., importance 
of work to society) were less likely to leave (Chernesky & Israel, 2009). 
Consideration at the management level about the issue of congruence between 
workers and the organisation is required.  
The Workers 
Eleven participants were new graduates when commencing work in Child 
Protection. Most graduates were from TAFE based Welfare and University based 
Social Work courses. Graduate preparation prior to starting the job was therefore 
different. University education, the philosophical underpinning of the course and 
its resulting professional associations may equip workers differently to those with 
TAFE based education. Non-university trained workers were at the time of the 
interviews currently being employed, due to increased demands for welfare 
services workers. It was therefore important to understand whether the type of 
training the workers received influenced the retention of workers. In the US 
literature, it has been argued that Child Welfare services need to be re-
professionalised, and that professionally trained social workers are necessary for a 
competent Child Welfare service (Zlotnik, 2001). The literature has also indicated 
that specialised child welfare training can help prepare people for the 
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overwhelming demands of the job and increase retention (i.e., reduce turnover) 
(Birmingham & Berry, 1996; Rosenthal & Waters, 2006). However people who 
have a Master in Social Work qualification are more likely to leave (Dickinson & 
Painter, 2009; Yankeelov, Barbee, Sullivan & Antle, 2009) so it may be important 
to have the appropriate educational system but it is also important to have 
organisational contexts to support these workers. While there is an indication that 
different educational preparations are linked to differing capacities to cope with 
the work of Child Protection, there has been a recent finding suggesting a link 
between coping style (i.e., control coping) and intention to stay (Lee, Forster & 
Rehner, 2011) implying that it may also be important to train workers in coping-
related skills and to create an organisational context for these skills to be used.  
Most workers in the current research said they had no real idea of what the 
organisation would be like as a place to work. This fact suggested that the 
organisation and the organisational context were not considered in any depth 
when applying for a position at DHS. In addition, 14 participants said they did not 
have any real idea of the job role but thought it would involve a number of core 
areas such as assessment. Lack of organisational and job understanding 
represented a gap in knowledge which if filled may assist people to decide 
whether to accept a position at DHS and also help them to adjust to the actual job 
when starting.  
The Job 
The job or working in Child Protection was described in a number of 
ways. The clients were seen as a group who had a variety of complex and difficult 
issues. The actual job was challenging with ongoing learning and a huge amount 
of variety requiring workers to be able to handle uncertainty and change, which 
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can particularly affect new workers. Indeed, the time between a new worker 
starting and taking on a full caseload has been found to predict actual leaving 
(Weaver, Chang, Clark & Rhee, 2007). The demands of the job were high due to 
the type of clients, the volume of work, the level of accountability and the actual 
job tasks. In the current research these demands evoked emotional responses, such 
as feeling overwhelmed, stressed and frustrated. Deep emotions were part of the 
daily experience of Child Protection workers. The job demands and the impact of 
these demands were real and part of most Child Protection workers’ daily 
experiences. Stress and burnout, particularly emotional exhaustion, a dimension of 
burnout, have been identified as factors influencing turnover intentions (e.g., 
Layne, Hohenshil & Singh, 2004; Lee & Ashford, 1996). The information 
provided by the Child Protection workers indicated that work demands, and 
emotions including stress may affect retention of workers. It also suggested that 
those who are able to better manage work demands and emotions may be 
associated with increased retention.  
If high job demands and negative emotions were and still are part of 
working in Child Protection, it follows that support systems are an important 
factor in maintaining a healthy workforce. A variety of support systems provided 
via management processes were identified by a majority of the Child Protection 
workers. Twelve people mentioned that supervision was available, however its 
importance varied. A few workers expressed the view that supervision was critical 
to successfully working in Child Protection. The literature has suggested that 
support in the form of supervision may be an important retention factor (e.g., 
Chenot, Benton & Kim, 2009; Jacquet, Clark, Morazes & Withers, 2007; Travis 
& Mor Barak, 2010), for example through the relationship or attachment of a 
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worker to their supervisor as well as job related guidance (Yankeelov, Barbee, 
Sullivan & Antle, 2009). Some workers rated the team leader and team member 
relationship as important or even critical (Scannapieco & Connell-Carrick, 2007). 
Therefore, the training and experience of the team leader or supervisor is a very 
important element in the success of the relationship as well as in supervision 
outcomes (Dickinson & Painter, 2009; Renner, Porter & Preister, 2009; Strolin, 
McCarthy & Caringi, 2007), particularly those skills and competencies related to 
dealing with job demands and negative emotions. The skill of the supervisor in 
handling their own emotions as well as those of others and the support of 
supervisors in their role (Landsman, 2007) may be important elements in the 
success of the supervision process.  
While most workers were satisfied with the support processes provided, 
most were referring to supervision; that is supervision was considered 
satisfactory. However, support processes such as the Employee Assistance 
Program were under-utilised. In addition, not all workers who had experienced 
other forms of organisational support rated the experience positively. These other 
organisational processes were set up to provide important supplementary support 
for difficult and traumatic situations. Both the availability and the cultural 
acceptance of care of workers in the organisation, are critical to the effectiveness 
of the support systems to reduce emotional exhaustion (Shim, 2010). The fact that 
support systems were available was only the first step. They need to be 
appropriate, accepted and utilised by management and staff.  
Through observation of the workers, it was evident that ‘the team’ was 
important for information exchange and support. The participants confirmed this 
observation by speaking about the benefits of relationships with the team, such as 
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sharing experiences, a place to debrief, or being listened to by the member’s team. 
The data suggested that not only was the vertical relationship between a worker 
and their supervisor important but, also, the horizontal relationships between the 
team and peers. The qualities of relationships varied, that the supervisor/worker 
and/or the relationships in different teams differed based on the people involved. 
The idea that relationships varied with the team was supported by the data, for 
example the regional team members’ perceptions of how their teams were 
functioning were more positive than the rural team members’ perceptions. In fact, 
apart from the issue of access to training by the workers in the rural offices, this 
was the only clear difference between the three work locations. The team’s health 
and ability to support members may vary, in this case, as a function of the vertical 
and horizontal relationships. This suggests that group level variables (i.e., team 
membership) may influence the retention of workers. 
Professional boundaries were an important part of working life for 
protection and accountability. Physical, mental and emotional boundaries were 
mentioned by participants. All boundaries were directly or indirectly about how to 
limit and deal with emotions and conflicts inherent in the job role as a 
representative of the legislative body to protect children. Assisting workers to 
establish and maintain professional boundaries may be a method to support 
workers in dealing with some of the situations that have an emotional impact on 
the worker.  
The actual DHS Child Protection turnover figures were not available at the 
time of this study due to the sensitivity of the information. The observed level of 
turnover however in the regional office for 2005 was estimated at about 20% 
(note: A recent ministerial statement indicated that the Child Protection turnover 
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rate was approximately 25%; Wooldridge, Office of the Premier, 2011). As one 
person explained, you can go away on a holiday and there may be four new 
workers when you return. The interviews revealed that a worker could have an 
almost equal probability of planning to stay long-term, currently planning to stay, 
or intending to leave. Factors which influenced the ‘decision to stay’ for all 
workers were similar and could be explained as a good job role-person fit, good 
person-team relationships and entitlements which were evaluated as adequate. 
Factors that influenced the ‘decision to leave’ were however different. Those 
‘currently planning to stay’ may choose to leave if (1) another opportunity to 
increase knowledge and skills arose, (2) ongoing support and leadership were to 
change, (3) when the timeframe for the job set before starting the job was reached, 
or (4) the need to work changed. The two main reasons provided for those who 
were ‘not planning to stay’ were (1) that on accepting the position some workers 
were transient in nature (Burns, 2011) as they had not planned to stay long term 
due to other future career and personal plans, and (2) that Child Protection could 
not be a long term proposition due to the effects of the job on the workers such as 
trauma and burnout. Those who ‘planned to stay’ did not provide any reasons as 
to why they would leave.  
The findings suggest that job role-person fit, person-team fit and 
entitlements are critical factors to retain workers, however, the importance of 
career plans and career opportunities to an individual, changes in organisational 
support and leadership, personal circumstances and the effects of the job may 
influence a worker to leave. The data also suggests that level of satisfaction and 
intention to stay were not related. Most workers were satisfied, however, the 
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intention to stay was evenly divided into three groups: Yes intending to stay long 
term; currently choosing to stay; and no not intending to stay long term. 
 The Retention Model 
One objective of this study was to develop a model of retention. The 
discussion of the data from interviews with workers in combination with the 
organisational context indicated a number of retention and turnover factors 
specific to this group of workers. Figure 5.1 presents the factors. 
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Prior to Commencing Work in Child Protection 
 
Recruitment Factors 
- Job role-person fit  
- Organisational 
understanding 
- Job role understanding  
- Job entitlements 
 
 
Working in Child Protection 
 
 
 
 
 
 
 
 
 
 
 
 
 
- Expectations 
Relationships 
- Person-team 
- Person-supervisor 
- Person-organisational    
- Value congruence 
- Professional congruence 
(related to individual mission)  
Job Demands 
- Emotional 
- Volume of work  
- Turnover 
- Accountability  
Effects of Job 
- Trauma 
- Burnout 
Individual Factors 
- Career Plans 
- Career opportunities 
- Personal plans 
- Need to work 
 Intention to Stay 
Connection to Area 
- Family 
- Lifestyle choices 
Intention to Leave 
Preparedness 
- Training (education) 
- Experience in field 
Retention 
Leadership changes 
Changes in 
Organisational support 
Boundaries 
Turnover 
 
Figure 5.1: Retention Model for Child Protection 
 
Prior to commencing work in Child Protection, being ‘connected to the 
area’ of employment with family and lifestyle choices provides a pool of people 
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for hire both within and outside the local area. Once a person applies for a job in 
Child Protection, the job role to person fit, an understanding of the organisation 
and the job role, as well as the job entitlements, the type of training and prior 
experience of the worker, may influence the person’s expectations of the job and 
organisation, as well as subsequent adaptation to Child Protection.  
Once commencing in Child Protection the job demands or loads such as 
emotional demands, the volume of work, turnover and accountability of the 
position can affect the person’s ‘intention to stay’. Relationships between 
different levels of the organisation appear to influence the social support received. 
The person-team relationships impact the level of support a worker receives, for 
example by being comfortable enough in the team to be able to debrief. The 
person-supervisor relationship can be very important for emotional and 
professional support.  
The person-organisational relationship factor suggests that retention and 
turnover may be related to the fit between the type of organisation and the type of 
people required to successfully complete their job tasks. In this case, the data 
suggest a poor person-organisational fit with Child Protection, a service that 
involves professionals who are dealing with people who are not always rational or 
predictable within a bureaucratic structure. The person-organisation relationship 
appears to be expressed by both professional and personal value incongruence 
between some workers and the organisation. For example, the social work 
profession is bounded by a code of ethics and professional practice with autonomy 
and responsibility for professional practice decisions. This profession is then 
required to work within a bureaucratic environment in which rules and regulations 
are put in place as a form of control. This is where the supervisor plays an 
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important role as (in this situation) the supervisor can become a buffer between 
the organisational structure and the team members. The supervisor and their skills 
appear to be the key to the success of a professional group working at the lowest 
levels of a bureaucratic structure (Renner, Porter & Preister, 2009). Lastly, there 
was the indication by some interviewees that the stated values of DHS and the 
actual values as demonstrated by the organisation’s actions to the workers were 
not the same. As a government institution, it has been observed by the author that 
service delivery outcomes are linked to the image of the state politicians. The data 
confirmed that others who work in the organisation also hold the opinion that 
public image is valued highly by members in upper levels of the organisational 
hierarchy.  
Job demands and relationships are thought to directly influence ‘intention 
to stay’ and ‘intention to stay’ influences retention. An individual’s intention to 
stay is postulated to be connected to an individual’s intention to leave. Changes in 
organisational support and leadership, the effects of the job (i.e., trauma & 
burnout consequences of job demands) and individual factors such as the 
importance of career plans, career opportunities, personal plans and the need to 
work at all were factors that could directly influence a workers’ intention to leave, 
and ‘intention to leave’ influences the organisational behaviour of turnover. 
It would appear that ‘intention to stay’ and ‘intention to leave' are 
important and different concepts when investigating retention and turnover. The 
intention to stay was quite high in a third of the workers interviewed who had no 
thoughts or reasons to leave. The remaining two thirds presented reasons why 
they were staying but also why they would consider leaving. These two groups 
seem to represent people at different stages in their intentions and it is not known 
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at what point a worker will make a shift from an intention to leave to actually 
leaving.  
While the main limitation of the study was the relatively small number of 
interviews obtained (n=16) which was the function of time pressures on the 
workers as well as the size of the department that meant the number of people that 
could be interviewed was limited. The data collected, while representing only the 
experiences and personal perceptions of those who participated in the study, is 
building a picture of the factors involved in retention and turnover. The data 
therefore present the first phase in understanding what are the case-specific factors 
influencing retention and turnover in Child Protection. To expand on the 
information already obtained it was considered important to interview workers 
who had left Child Protection. These data will provide an insight into the 
situations and reasons why people chose to leave as well as providing more data 
to confirm and refine the retention model. The following chapter therefore 
contains the data from interviews with ex Child Protection workers.  
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CHAPTER 6: IDENTIFICATION OF ISSUES: AN EXPLORATORY 
QUALITATIVE STUDY OF PAST CHILD PROTECTION WORKERS 
This qualitative exploratory study was planned to investigate ‘past’ Child 
Protection workers’ perceptions regarding what it was like to live and work in a 
rural or regional area as a Child Protection worker. This study extended the work 
carried out in the first study, which looked at the perceptions of current Child 
Protection workers, to those who have left Child Protection. It was anticipated that 
past Child Protection workers may have different views about working in Child 
Protection as well as about the issues of turnover and retention to those who have 
yet to leave the organisation. In fact, recent research has now demonstrated some 
differences in the experiences of stayers and leavers (Morazes, Benton, Clark & 
Jacquet, 2010). The first objective therefore was to identify factors that both 
positively and negatively impacted past workers whilst working in Child 
Protection and to ascertain why the workers left Child Protection. The second 
objective was to add the information from this study to that obtained in Study one 
to further develop the retention model for Child Protection. The study was 
considered important to determine the perceptions of Child Protection workers 
who had made the decision to leave. This chapter reports on new or different 
information that may influence a Child Protection worker’s choice to leave or 
stay, to that found in the previous study (i.e., current Child Protection workers, 
Chapter six).   
Study Design 
The Interview Schedule 
Semi-structured interviews were used to document ex Child Protection 
workers’ perceptions and experiences regarding what it was like to live and work 
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in a rural or regional area. The aim of the interviews was to discover what factors 
may have influenced the Child Protection workers’ decision to leave and what 
may have positively influenced them to stay. The interview schedule designed for 
current Child Protection workers in the previous study (Chapter five) was 
amended to reflect that workers had left, for example, ‘Why do you stay in the 
job?’ was changed to ‘Why did you leave?’ (Appendix E). The amended 
interview schedule was used. Probes were used to elicit further information or if 
clarification of an issue was required.  
The number of participants in the current study was dependent on the 
number of ex Child Protection workers who were still located in the Barwon 
South Western region, who heard about the study and volunteered to participate in 
the study. Six people volunteered to participate. It is acknowledged, as in Study 
one, that the themes identified in the current study may not represent all the 
factors influencing retention of Child Protection workers. However, in 
combination with Study one will provide information from a wider cross section 
of the Child Protection workforce.  
The Sample 
Recruitment of Participants 
Ex Child Protection workers who had worked in Barwon South Western 
region and had left DHS between 2000 and 2005 and were continuing on in the 
workforce (i.e., not retiring) were invited to participate in the study. To recruit 
participants who fitted the criteria, a snowball technique was used. This technique 
was chosen due to the difficulty of finding ex Child Protection workers. The 
snowball technique relies on a group of people who are approached to pass on the 
information to others they know who might be interested in participating 
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(Minichiello, Aroni, & Hays, 2008). The groups chosen to initially advertise the 
study were three major Child and Family Social Welfare Agencies in the region. 
The three organisations chosen were those recommended by DHS as ones known 
to hire many ex Child Protection workers. In addition to a pool of ex Child 
Protection workers who may want to participate, these ex-workers potentially had 
personal contacts with others who had worked with them in Child Protection and 
were working/not working elsewhere.  
The Chief Executive Officer (CEO) of three major Child and Family 
Social Welfare Agencies in the region were sent an information package with the 
aim of obtaining permission to advertise the study in their organisations using 
flyers. The information package sent to each organisation included a letter of 
introduction to the CEO or regional equivalent containing details of the study, a 
Plain Language Statement and a Flyer introducing the study. Permission was 
obtained from all three organisations. Flyers were delivered to the organisations. 
All organisations placed a Flyer on the staff notice board. In addition, one 
organisation gave out a hard copy of the Flyer and sent out an email about the 
study to all staff, while another organisation passed on the Flyers to the managers 
who personally handed out the Flyers to staff. Interested workers contacted the 
student researcher by email or phone, and if after discussion were eligible and 
interested an appointment to participate in the study was arranged.  
Timing of the Study and Worker Leaving Child Protection 
All the participants in this study left Child Protection between 2001 and 
2005. According to Table 4.1 (p. 60) this placed the voluntary turnover of this 
group between the year a re-structure of DHS was announced (i.e., 2001) and the 
passing of the new Children, Youth and Families Act (2005) by the Victorian 
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State Government at the end of 2005. The actual data collection, however, was 
undertaken between March 2006 and May 2006.  
The Participants 
Semi-structured interviews were conducted with six ex Child Protection 
practitioners who all voluntarily left Child Protection. The age of the participants 
ranged from early thirties to early fifties. There were three female and three male 
ex-workers who had worked in Child Protection for between two and ten years. 
One participant had an additional eight years of experience in Child Protection in 
another country. All worked exclusively at the Geelong office in the Barwon 
South Western region except for one person who had a short time in another 
regional area. Their job positions when they left Child Protection ranged from 
being a member of a team (i.e., Child and Family Services Worker level two 
(CAFW2) to a unit manager (CAFW5)). All participants had welfare based 
training whether as the main focus (e.g., Bachelor of Social Work) or in 
combination with other study (e.g., Bachelor of Science (Hons Psychology) and 
an Advanced Certificate in Residential and Community Services). On leaving 
DHS, four of the ex-workers secured positions in local Child and Family Welfare 
Agencies participating in the study but the remaining two ex-workers were not 
working in direct child and family services. The two ex-workers not currently 
employed in direct family services are believed to have heard about the study 
from former colleagues.  
Procedure 
Ethics Approval was obtained from Deakin University Research Ethics 
Committee (Appendix F; Extension granted for Study one). The study aimed to 
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compare the perceptions of current workers to past workers. Therefore the 
interview schedule asked a similar series of questions to that of Study one 
covering contextual factors, clients, the organisation and the individual (Appendix 
E).  
Semi-structured interviews were conducted in a location chosen by the 
participant, generally in an interview room located at their current worksite. Prior 
to starting the interview the participant was provided with a Plain Language 
Statement and a Consent Form (Appendix E). Participants were asked to sign the 
Consent Form before the interview commenced. The interviews varied in length, 
from one hour to one and a half hours. Notes were taken during the interview in 
case probes were needed by the student researcher to understand a participant’s 
perceptions. All interviews were audio taped and then transcribed. 
Data Analysis 
A thematic analysis using the NVivo qualitative data management 
program was conducted on the data. The participant interviews were saved as rich 
text files and imported into NVivo. NVivo is aimed at smaller research programs 
requiring detailed analysis, and as mentioned in Study one has the functional 
advantages of allowing the researcher to code and edit within the program. The 
coding and editing abilities of the program were the functions of the program used 
in this analysis. Thematic analysis was chosen to systematically identify patterns 
of perceptions (Boyatzis, 1998) regarding a person’s experience of working in 
Child Protection. This method of analysis was used to inductively determine 
occurrences, ideas and experiences that potentially could be connected to the 
phenomenon of retention and turnover. The coding template developed in Study 
one was used as a place to start, with themes being added or deleted as required. A 
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theme or pattern found in the data was given a code, if the pattern was one already 
established it was placed under an existing code otherwise a new code was 
developed.  
Results 
The participants in this study left Child Protection for different reasons. 
The four workers who went on to work in local welfare agencies represented one 
group of reasons, while the two ex-workers now not in direct family welfare 
represented another group. When the data were analysed the differences in the 
type of reasons why the workers left influenced to some extent the focus of ex-
worker’s conversation. Therefore the results that follow reflect these differences.  
The data will be presented around the following five major themes that 
were discussed in the interviews: (1) Prior to Child Protection, (2) Working in 
Child Protection, (3) Leaving Child Protection, (4) Lifestyle, and (5) 
Organisational issues. Table 6.1 contains a list of each of the major themes as well 
as the sub-themes. Only new or different themes to that found in the previous 
study (Chapter five) are reported.  
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Table 6.1 
Major Themes and Sub-Themes Identified From Interviews with Ex Child 
Protection Workers 
Major Theme Sub-Themes Definition of the Sub-Themes 
Prior to Child 
Protection 
Preparedness Comments that provided information about prior experience 
that indicated how prepared the individual was on arriving 
and included the sequence of events that lead to working in 
child protection. 
 Expectations Any expectations that a worker may have had prior to 
arriving and whether these expectations have been met. 
 Personality Comments related to characteristics of the worker 
 Values  Stated personal values  
Working in Child 
Protection 
Clients Comments or information that described the nature of the 
clients. 
 Work Demands Comments related to work demands and included any 
comment related to these demands. 
 Impact on Family Comments related to CP impact on worker’s family. 
 Impact on Person Comments related to CP impact on the worker.  
 Emotions Comments that focus on the emotional state of the workers. 
 Boundaries How workers established or maintained boundaries. 
 Support and Care Comments that indicated what care and support were 
provided and what support the worker sought from others.   
 The Team or 
Peers 
Perceptions of the team, peers or others across the 
department and included comments related to movement of 
people within the organisation 
 Refocus on 
motives 
Comments on refocussing on motives on why or what doing 
in Child Protection.  
 Training Comments about Professional Development and included 
issues such as training and study. 
 CP Career Comments on a career in Child Protection.  
 Satisfaction Stated level of satisfaction and reasons for their level of 
satisfaction. 
Leaving Child 
Protection  
Leaving Comments related to reasons why worker left. 
 Staying What would have helped the worker to stay 
Lifestyle Connection to 
area 
How workers were connected to their geographic locations 
 Time and 
Distance 
Comments related to the distance and time to places, 
activities or people 
 Invisibility Comments regarding the probability of seeing or running into 
clients in non-work times 
Organisational Change Comments related to organisational changes that have 
occurred and include the impact of these changes 
 Work Systems Comments that relate to the work systems. This included the 
organisational ‘processes’ and the ‘physical’ workspace. 
 Organisational 
Attitudes and 
Values 
Worker’s perception of the organisation’s values and 
attitudes. 
 Retention Potential ideas to retain Child Protection workers. 
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Prior to Child Protection 
The theme Prior to Child Protection describes how prepared the ex-
workers were prior to commencing employment in Child Protection. The theme 
looks at how experienced the ex-workers were prior to starting (i.e., 
preparedness), their expectations, personality, and personal values. No new or 
different data was found for the themes preparedness or personal values. The 
following section contains different information found for expectations and the 
new theme personality.  
Expectations 
Ex-workers had similar job expectations to current workers and most of 
these expectations were fulfilled. However, some expectations were not fulfilled, 
for example one ex-worker said they ‘didn’t spend as much time with families’ as 
they thought they would prior to commencing work in Child Protection. This ex-
worker went on to say the job was more about case management and keeping in 
touch with other agencies. Another ex-worker expected the role to be difficult but 
didn’t expect the workload would be so overwhelming and also that 
assessments/case notes would have to be so meticulous. 
Organisational expectations of Child Protection again varied depending on 
the ex-worker but overall the more inexperienced and/or the younger the ex-
worker (i.e., most of ex-workers interviewed) the more likely they had little or no 
expectations of the organisation. Thus, most of the ex-workers interviewed had 
‘little’ to say about their expectations of the organisation. There were comments 
regarding fulfilled expectations such as, ‘lots of meetings’, ‘lots of covering your 
butt’, ‘lots of bureaucracy’ and ‘like any other government agency...it was 
organised along bureaucratic and technocratic lines’. One ex-worker commented 
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that they had expected that the organisational culture would involve ‘office 
politics’ but was pleasantly surprised that this was not the case, from another that 
in an organisational sense ‘it was very much about climbing the ladder, more 
money, getting to the top. Mostly it was but not everyone’. Overall, the more 
experienced the ex-worker prior to commencing in Child Protection the more they 
understood what working at DHS would be like and what specifically they would 
be doing as part of the job role.  
Personality 
Three of the ex-workers (two ex-team members and an ex-unit manager) 
spoke specifically about the type of ‘people who handle it better’ that is working 
in Child Protection. All spoke about having to have different abilities to cope 
successfully with working in Child Protection. Two ex-workers indicated that you 
need to be empathic and good with the families and also fairly direct, responsive 
and have good common sense. The ex-worker who had supervisory experience 
and had a direct role in recruitment spoke in more detail of two ‘camps’ of staff:  
There were probably two kind of camps I think of staff. One camp, 
the staff were the type of people who had the ability to see things for 
what it was, the political nature of the work environment, and the 
stresses and pressures and accept that’s the nature of that working 
environment and work together and work supportively. So, from any 
level, it was kind of like a professional maturity and take on board 
that I’ve chosen to work here and this is what it is and we are here 
because we want to deliver this service to kids or whatever, and do 
the best we can under these things and work together. Then there 
would be the polar opposite kind of camp that were disruptive, 
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disaffective, dissatisfied, kind of group or whatever that couldn’t 
cope in that environment and they were probably the less skilled 
workers too. 
When queried further about the ‘less skilled workers’ according to this 
interviewee they were less skilled in areas of communication with families and 
kids, they lacked empathy, had an adversarial way of working and were often in 
conflict with families and some also were not able to work in the high pressure 
environment of Child Protection. According to this ex-worker, people who work 
in Child Protection need to be able to see things from others’ perspective (i.e., 
staff, clients, organisations) be able to analyse and be objective, have patience, be 
calm, and the worker needs to understand how to work in a political environment. 
It appears that to be an effective worker in Child Protection and survive well in a 
difficult work environment, a worker needs to be able to work well with families 
as well as being able to work within the organisational system.  
Working in Child Protection 
The theme Working in Child Protection draws together comments 
regarding the clients, work demands, impact on family, impact on person, 
emotions, boundaries, support and care, teams and peers, internal turnover, 
refocus on motives, training, Child Protection as a career and communication. No 
new or different data was found for the theme clients. The following section 
therefore contains different information found for the themes work demands, 
boundaries, teams and peers, support and care and training as well as for the new 
themes; impact on family, impact on person, emotions, refocus on motives, Child 
Protection as a career and communication.  
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Work Demands 
The ex-workers spoke about work demands in various ways throughout 
the interviews. While most of the demands mentioned were similar to those 
mentioned by current workers they did focus on a couple of different areas. They 
mentioned that the type of client namely a child or children in a dysfunctional 
family produced demands. It was perceived that some clients and their families do 
not change and not seeing or perceiving change in families can cause pressure and 
demands on workers; ‘banging your head against a brick wall with them.’ 
Pressure to close cases as well as the emotional toil of working with the families 
added to the frustration resulting from the lack of positive change in the families.  
Understaffing was said to increase demands on the workers as workers 
needed to case manage more families. All ex-workers indicated when they worked 
in Child Protection they had 12 or more families they were working with at a 
time, workers who went on to suggest a more appropriate number of families to 
case manage said about eight families would be a better number. Even this 
number could be difficult as it took only one very complex family situation to take 
up their time. Thus, understaffing meant that a worker needed to carry more 
families than, according to those interviewed, were able to be looked after in the 
time frame of a 36 hour week. It was stated in the manual from ‘The Beginning 
Practice in Child Protection Program’ (Child Protection Professional 
Development Unit, 2003) which all new workers were given when starting the 
Child Protection program, a program for new workers, regular formal supervision 
was the mechanism for assessing and regulating the workload associated with a 
worker’s allocated caseload. So, complex cases could be given consideration in 
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association with the allocation of new cases in this context. The manual also states 
that the workload in Child Protection is variable and considerable. 
One organisational pressure mentioned by the ex-workers was the demand 
‘to get the work done’ and ‘to cover all bases’. This demand seemed connected to 
a fear of retribution. Based on the researcher’s previous discussions with workers 
the fear of retribution mentioned by some of ex-workers was passed down the 
hierarchy by the department’s fear of retribution from the public and the minister 
overseeing the Child Protection portfolio.  
Personal demands or standards regarding how a worker goes about the 
work and what to do for the clients, ‘gets back to how keen you are to do the job 
properly’ stated one ex-worker. If a worker does the job properly then it was 
stated that the job takes more time, for example, making sure the families are 
referred onto the right agencies.   
Fear, that is fear of retribution from the Department as well as fear of 
decisions made by workers for kids and the subsequent outcomes for them, were 
the fears expressed by the ex-workers. Comments from the Child Protection 
leaders such as ‘why haven’t you done this and why haven’t you done that, why 
isn’t that report ready...’ and ‘professional judgement and things like that … 
questioned’, produced fear and an emotional demand on the workers. Comments 
such as ‘… fear that if I make this decision and go back there in two days time 
and the kid’s injured or you know the kid’s not there … if the kid’s injured or 
whatever. How am I then going to live with myself?’ were connected with a fear 
for the child and how they were going to deal with potentially tragic 
circumstances.  
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Demands on team leaders was explained by an ex-worker as follows, if a 
team leader has six members in their team and each worker has 12 families, then 
the team leader has the team of six plus 70 or more families to oversee. Team 
leaders are overworked and if they are particularly worried about a client, for 
example about a baby, there can often be no time for supervision of their team 
members.  
Impact on Family 
The main impact of working in Child Protection was a lack of time for 
family due to demands of the job (three of the workers spoke about the impact on 
family). These demands meant that the ex-workers had less time for family and 
they did not have anything left emotionally for the family, this impacted on the 
relationship between couples as well as the relationship between the ex-worker 
and their children. For example; 
Too hard on my family on my kids, just didn’t have the emotional 
[reserves], I didn’t even recognise it until I left. How much of a poor 
parent I became … just a lack of [time], I’d probably spend two 
nights a week having tea with my own family and now since 
[leaving] I have tea every night and I didn’t even think about it I just 
didn’t spend time with them. 
In addition to the lack of time for family due to work demands there was a 
concern for the safety of the family in regards to the potential threat of retaliation 
by clients due to decisions made during the course of work by the ex Child 
Protection worker.  
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Impact on Person 
Impact on person was connected to the demands of the job. Ex-workers 
spoke about the ‘toll on personal life and health’, and how ‘exhausting’ the job 
was but the depth and extent varied with the person being interviewed. People 
spoke about withdrawing and going into survival mode just to get through the 
week, which for one person was about cutting themselves off from others. This 
meant practically they were isolated, they did not go anywhere on weekends, they 
were too emotionally drained and did not want to talk to anyone. Also the job had 
very few light hearted moments with little opportunity to have morning tea or get 
together and chat, they just ‘moved from disaster to another’. Consequently they 
did not have any relaxing time during the work day to relieve stress. 
Emotions 
 Strong emotions were part of the daily experience for this cohort of ex 
Child Protection workers, whether they were their own or the observed emotions 
of others. Comments regarding emotions were scattered through the interviews 
with some interviewees speaking more about emotions than others. The three 
emotions that came across most strongly in the interviews were fear, sadness and 
excitement. Fear in terms of decisions made and outcomes for kids:  
There is that fear that if I make this decision and go back there in 
two days time and the kid’s injured or you know … You’re been 
around three times and knocked on the door and nobody answers … 
In addition to the fears about decisions and outcomes for children there was for 
some a fear of retribution from DHS about ‘why haven’t you done this and why 
haven’t you done that, why isn’t that report ready’. There was also a sadness for 
the children and families:  
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It’s a funny job. You never, you never see a job where people would 
cry at their desk and things like that, or people would melt down and 
have a bad day or just pick up the phone and they have been told that 
the kid they had worked with has just died … 
Finally, excitement for some ex-workers due to the adrenalin rush associated with 
situations that can come up at any time and the need to respond quickly. It 
appeared that while working in Child Protection the demands related to the job 
role, whether they are emotional or administrative, were constant and ongoing.  
Boundaries 
The ex-workers provided their general view on boundaries. Most of the 
ex-workers spoke about boundaries as something they recognised as having to 
maintain. There was only one different comment to those provided by the current 
Child Protection worker’ study about emotions and boundaries. That was while 
the ex-worker had learnt to maintain boundaries from their supervisor and team 
members upon starting work in Child Protection, they would often emotionally 
take home the adolescent females that they worked with on a long term basis in 
the first couple of years as a Child Protection worker:  
So it’s not crossing boundaries but it is an impact that some of those 
young women I will never forget, so it’s a lifelong kind of impact, 
you know. It doesn’t affect me negatively but just yeh having 
exposure to I guess some terrible, you know having exposure to 
working with people who have had terrible things happen to them.  
This, as the ex-worker identified, was not about disengaging from harmful and 
manipulative emotions of others but the secondary trauma that workers could 
experience despite having good boundaries.  
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Support and Care 
In the previous current Child Protection worker study, the workers 
mentioned that ‘support was not always there’. The ex-workers spoke about 
understanding why support was not always possible due to the work demands of 
Child Protection. One ex-worker speculated on the support and care provided by 
their current work place and wondered why Child Protection could not offer a 
similar level of support? The conclusion that the ex-worker made was that 
everyone in Child Protection was overworked. The ex-worker went on to explain 
a situation with a team leader who could not follow up on staff due to workload 
and that staffing numbers were too low for the amount of work required to be 
completed. Therefore team leaders and managers could not ‘really care for the 
person’ or ask ‘how are you?’ as managers do in the ex-worker’s current job. 
Team and Peers 
As mentioned by the current Child Protection workers the ex-workers said 
that their ex Child Protection team and peers were supportive and that these 
relationships were an important part of being able to survive the demands and 
pressures of working in Child Protection, and in turn assisted workers to stay in 
Child Protection. For example:  
So you develop these quite close working relationships with some 
people out of necessity. Sometimes, I’m not being too dramatic but 
kind of like to assist your survival in the job, it’s too dramatic a 
word, but to assist how you cope in the job.  
Some went on to say that they miss the closeness of these Child Protection 
relationships (i.e., having left Child Protection) as they do not have such close 
relationships with their current team and/or peers. The Child Protection team and 
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peers the ex-workers had left in the Department were reported as having, in 
general, similar perceptions of Child Protection as the person being interviewed. 
However it was noted by one ex-worker that perceptions of younger and less 
experienced workers differed to those who were more mature and experienced in 
that the younger and less experienced workers were more accepting of cultural 
norms within the Department. One example of a cultural norm given was that 
management was not there to give support but ‘to make sure that you do your 
job’.  
Ex-workers referred to the internal turnover between teams throughout the 
interviews. The teams were stated as being ‘chopped and changed’ or ‘people go 
in and out’ of teams so that teams did not remain static. This internal turnover 
included team members and team leaders. This seemed to impact relationships as 
people mentioned that only some of team members who moved into other teams 
remained supportive peers and that it took time to develop new relationships with 
the new team member(s). The closeness of the relationships depended on the time 
that ex-workers spent working together in a team.   
Refocus on Motives 
Ex-workers comments about why or what they were doing in Child 
Protection were coded as ‘refocusing on motives’. One ex-worker said they lost 
track of what they were ‘really trying to achieve’ due to the day-to-day demands, 
but that particularly after Professional Development (PD) they would think about 
what they were doing as a Child Protection worker. Another spoke of the effect of 
their decisions on the clients and their families, and the emotional impact of 
carrying out these decision(s):  
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… you would remove a child then going home and just thinking … 
you know the poor bloody kid their whole life you know and 
thinking about what is going to happen to them tomorrow and just 
holding that responsibility. 
This thinking would lead this particular ex-worker to question their job role and 
the families, which led to their desire to move into a preventative area of child and 
family welfare. Another ex-worker said that they left Child Protection after 
thinking about what they were doing. Reflecting on motives or motivation for 
choosing to stay in Child Protection seems to develop over time as these same ex-
workers were also ones that were newly graduated when starting in Child 
Protection and just wanted a job to start their profession.  
Training 
While most of the ex-workers spoke about the training provided by DHS 
as pretty good and department funded. An additional barrier to training was 
mentioned by some of the ex-workers. That taking the training offered could be 
difficult due to the ‘burden’ or demands of the job and that if they did go to the 
training then someone else had to be responsible for their clients, giving other 
team members more work.  
Child Protection as a Career 
Each interviewee was asked ‘why wasn’t Child Protection a long term 
career prospect?’ There were two types of answers to this question. Firstly, 
protecting children is a long term career that takes many forms of which only one 
is working in the Child Protection area within DHS. Secondly, working in Child 
Protection (i.e., DHS) was not a long term career prospect as people cannot do 
direct family services ‘forever’. Direct family service was described as very 
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difficult and confronting work with families and that workers saw little change for 
their effort. In addition, the workload had an impact on the person as well as their 
family life. For example ‘Just too tired, couldn’t keep it up’ or ‘It is hard, it was 
the hardest work I have ever done’ or ‘I just didn’t spend any time with them [the 
ex-worker’s family]’. It was also mentioned that ‘some people handle it better’ 
suggesting a perception that some people were more suited to working in Child 
Protection.  
Satisfaction 
Discussions regarding how satisfied the ex-workers were about the time 
they spent in Child Protection was not an easy question for them to answer. Most 
of the ex-workers said they did not know if they were satisfied. Those ex-workers 
who did not know whether they were satisfied, went on talking and reflecting on 
the issue of their job satisfaction which led to a discussion of how ‘happy’ they 
were or what they ‘liked’ about their time in Child Protection. The sort of things 
they mentioned were that they were happy to have had the experience and for 
what they learnt (i.e., knowledge base and skills); they liked the people, work, 
kids, challenges, and the job. One ex-worker said that there was nothing they liked 
about the job.  
Ex-workers who could rate their satisfaction said that it varied highly. 
Satisfaction for these ex-workers was based around the interactions with the job-
related network of people outside of DHS rather than the people within DHS and 
positive feedback from clients and/or the families. 
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Leaving Child Protection 
Reason for Leaving 
Four of the ex-workers said the workload and its impact on their family 
and/or themselves was the main reason they left Child Protection.  
 
 
IMPACT: On Family and 
Personally
LEFT: Child 
Protection 
WORKLOAD 
Figure 6.1: Reasons for Leaving 
 
The quality of family life was impacted. Examples of family issues were 
about the workload making it difficult to get away at 6 pm to pick up children 
from care or not getting home to have dinner with children before they go to bed. 
Personally ex-workers mentioned issues such as being ‘burnt out’ from the work 
or that they were ‘too tired’, ‘couldn’t keep it up’, and ‘couldn’t stand it 
anymore’.  
Other reasons for the ex-worker’s leaving was the lack of congruence 
between professional/personal attitudes and values and those of DHS as well as 
the decision to change careers based on the ‘need to do stuff better’ for the 
children to hopefully achieve better outcomes for the children.  
What Would Have Helped the Worker to Stay?  
Most of the ex-workers said that ‘nothing’ would have made them stay. 
Two ex-workers said fewer hours, less families, more support when going through 
difficult times, more financial rewards, more encouragement as well as 
management, supervisors and the organisation as a whole understanding the 
stressful nature of the work would have helped the workers to stay.  
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Lifestyle 
The theme lifestyle reflected the most important positive and negative 
aspects of living and working in an area. The three sub-themes explored in this 
theme were connection to area; time and distance; and invisibility. No new or 
different data was found for these themes in this study.   
Organisational 
The sub-themes explored under the banner of the organisation were 
change, work systems, organisational attitudes and values as well as retention. No 
new or different data was found for the sub-theme change. The following section 
contains different information found for work systems, organisational attitudes 
and values as well as the new theme retention.  
Work Systems 
Ex-workers spoke about how the organisational workflows or processes 
were conceptualised as linear. The process started with clients being assigned to 
the specific intake team, then to the short term teams, to the long term team (NB: 
also other specific teams such as the high risk infant team) then closure of case, 
with clients being fitted into a production line type of arrangement. At each of the 
points of transfer there was a ‘big kafuffle’ or ‘shit fights’ about who would take 
over the case. They went on to talk about how this arrangement was changed to a 
generic system, so that a person took a client on from the start of the process. One 
ex-worker who had left before this change was initiated commented that this 
move was ‘probably a strategy to try to manage workload rather than a 
philosophical thing’. Ex-workers who were working in Child Protection at the 
time thought that this change was a great idea but it failed due to staffing 
restrictions. One worker explained they had 12 families when this system was 
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introduced, and some of these families were long term. The new generic system 
started and they would pickup additional cases after investigation to manage 
which increased the workload to an unmanageable level. The ex-worker said that 
each person would need to have reduced their workload to about five cases prior 
to the implementation of the generic system to handle the additional cases as they 
arose.  
There were a number of comments regarding the work system and its 
structured processes. Particularly, that the social work profession and people’s 
lives are not compatible with public service organisation model; that the work 
system tries to get clients to fit into boxes; organisational forms are to justify 
money; the system is too rigid to look at issues in new ways; and that Child 
Protection was like a call centre with workers doing social work by telephone 
headsets and emails in front of computer screens.  
Interviewees had different views on the Child Protection physical office 
however the majority view was the open plan nature of the physical workspace 
was not a positive thing. The workspace reflected the corporate nature of DHS 
and Child Protection with the management circling the workers on all sides, with 
no private space not even a dedicated staff room to have lunch. It was also noted 
that the space could be noisy and stressful. On the other side it was mentioned that 
the open space meant that workers felt connected with other workers and were 
able to respond to others if needed.  
Organisational Attitudes and Values 
Attitudes and values are attributes used to describe a person. In this case, 
the person was the organisation DHS Child Protection. The attitudes and values of 
the organisation as perceived by the ex-workers together provided a picture of this 
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person called DHS Child Protection. There were said to be two elements to this 
organisational person (1) the actual work in the context of child maltreatment with 
families and (2) the political nature of a public servant. The attitudes of the 
organisation in regards to the statutory tertiary work were for the ex-workers 
contradictory. They were told to work as a professional but then this would be 
revoked, to work independently then told to work as a team. The organisation 
appeared to value a supportive working environment but that did not happen all 
the time. DHS Child Protection also valued an evidenced based/ well informed 
practice that valued children and families by protecting and strengthening families 
to look after children. However, the actual culture of the organisation did not 
recognise, acknowledge or support the work’s full impact on the workers. It was 
not acceptable to say ‘I am not coping today, … I didn’t sleep last night because 
… I saw something when I went out and it’s worried me about this kid’ without 
feeling ashamed and ex-workers felt there was a lack of strategies to help workers. 
Associated with this aspect of the culture was a fear of retribution.  
DHS was described by ex-workers as being superficial and that its image 
was more important than the substance of the department. It was more about 
money, funding, statistics, media and politics which resulted in the work coming 
first and the people second and they were expendable. This perceived non-caring 
attitude was explained ‘if people can’t handle it … [are] too stressed out, then 
leave, they can go on with a whole new batch of university graduates’. The sense 
from the ex-workers was that the organisation was not about relationships and 
caring of the workers but about a production line mentality. This was consistent 
with views expressed regarding the physical nature of the Child Protection office 
layout.  
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Retention 
When ex-workers were reflecting through the interview process on their 
perceptions of retention, some ex-workers expressed ideas they thought would 
improve the retention of Child Protection workers. These ideas could be 
summarised as changing the culture of the organisation, the workload, and the 
trauma that was inevitable working in this statutory tertiary organisation.  
At present Child Protection is a public service provided by the State 
Government and as such it has guidelines and processes that shape the service 
provided. It was suggested that Child Protection be reconceptualised as a social 
work based organisation, a social service and not a public service. This would 
essentially mean that social workers as professionals would be responsible and in 
charge of practice decisions. Management and administration would be in charge 
of administration and budgets and would not get involved in professional social 
work decisions regarding clients and, that Child Protection workers would go 
back to working with clients and their families (i.e., case management). It was 
also suggested that the administrative side of recording case notes and reports, 
while overseen by workers, would be handled by secretaries or administratively 
skilled people.  
In relation to workload, a number of suggestions were put forward: hire 
more workers, change to a shift system with an 11am - 7pm shift so that afternoon 
access visits can occur in work hours, train workers in court procedures and 
reports until competent to reduce stress and fear surrounding the process, work 
out ways to entice experienced social workers to become Child Protection 
workers. Ex-workers believed these suggestions would help reduce workload and 
stress on workers, particularly hiring more staff.  
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One ex-worker used the analogy of a domestic violence cycle when they 
spoke about the traumatic incidences which have occurred whilst working in 
Child Protection. The cycle was described as follows and is presented in Figure 
6.2;  
 
 
 
 
 
 
 
 
 
TRAUMATIC INCIDENT 
(client’s home or in workplace) 
‘Don’t tell anyone about the 
incident because people will think 
you are weak or can’t deal with it’ 
‘Reason that can’t leave job, really good 
job and who else would want me?’ 
‘Something good 
happens’, in ‘honeymoon 
phase’ 
‘Minimise the incident it wasn’t 
that bad’ 
‘No, I really like my job, don’t tell 
me what I should be doing…’  
Choose to stay 
Figure 6.2: Analogy of a Workplace Trauma Cycle Described by an Ex Child 
Protection Worker 
 
The trauma incidences, such as being threatened by a client, were said to 
occur in an organisation which at times lacked support and understanding of 
working in such a hard client area. Rectification of the situation would need the 
creation of an open culture that did not minimise the trauma associated with the 
job and that provided support. One suggestion for support was the provision of 
external support by a psychologist, as compared with internal supervisors who are 
busy and concerned with caseloads and accountability. This external person 
would need to be independent of the organisation and provide psychological 
support (i.e., not EAP).  
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The above cycle suggested that a worker is in relationship with the 
organisation and that relationship parameters were important in retaining workers. 
Patterns of turnover as explained by the ex-workers supported this idea; namely 
that if one person in a team left it seemed that it provided a freedom for others to 
leave.  
Discussion 
In order to discover additional information and factors as to why Child 
Protection workers choose to leave or stay, it was desirable to interview Child 
Protection workers who had left. Amalgamating the information in to a short 
narrative, the ex-workers could be generally categorised as new graduates who 
had varying levels of expectations of the job and the organisation prior to starting 
in Child Protection. The most important values for this group were honesty, 
respect and having a happy family life and friends. It was stated that some people 
handle the work better than others and that to be successful in Child Protection 
workers need to be able to work well with families as well as with the 
organisation. Having the ability to see the perspectives of others, to analyse, be 
objective, patient, calm as well as understanding the political nature of the 
organisation was important. Clients had a range of complicated and difficult 
issues in their lives which could increase a worker’s exposure to secondary trauma 
and their lack of progress in assisting positive change in clients could be 
frustrating. The huge and constant workload impacted on the health and life of a 
worker and their family. Fears regarding decisions, sadness for clients’ 
experiences and situations as well as the excitement of responding to an 
emergency were the main emotions expressed by the ex-workers. Boundaries 
were learnt on the job and assisted in dealing with the daily job tasks. Support and 
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care varied for each ex-worker and depended on when they started, the team they 
were part of as well as their personal networks and non-work pursuits. Ex-workers 
formed very close relationships with others to survive but said that internal and 
external movement (i.e., turnover) impacted on these relationships. Occasionally 
workers would refocus on their motives for why they stayed and what they were 
trying to achieve. Training or PD was divided into DHS mandatory and the 
voluntary training calendar. The training for the newer workers was described as 
good but that getting to it could be difficult as other people would have to pick up 
your work which increased the work demands on others in the team. Child 
protection was generally not seen as a long term career as people cannot do direct 
family service long term due to the difficult and confronting nature of the work. 
Most of the ex-workers could not decide whether they were satisfied whilst 
working in Child Protection but generally appreciated certain elements of the job, 
the other ex-workers said their satisfaction varied. Most of the workers left Child 
Protection due to the impact of the workload on themselves and/or their family. 
When this choice was made there was nothing that the organisation could have 
done to retain most of these workers. A couple of ex-workers said decreased 
workload through a variety of mechanisms would have assisted them to stay. 
People liked living in the regional area and there were positives and negatives to 
living in their area. A limited number of organisational changes were observed by 
the workers and comments were made about work systems and the work space. 
The dual nature of the organisation in relation to the work context (i.e., people 
focus) and the organisational context (i.e., political, image, hierarchical nature) 
could be a source of conflict. Ideas about retention were also put forward.  
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A comparison of the workers interviewed over the two studies, (1) current 
and (2) ex-workers revealed they had similar characteristics. They were 
predominately new graduates, with similar levels of expectations and 
approximately one to 10 years experience working in Child Protection at the time 
they were interviewed, whose most important common values were honesty and 
respect. Perceptions of clients, of working in Child Protection and of the 
organisation, as well as the benefits of the area in which they live held similarities. 
The main difference in the groups was in regards to their stated level of 
satisfaction. Of the current workers in the previous study, almost 70% said they 
were satisfied with their job, while the remaining workers said their satisfaction 
varied. Intention to stay in Child Protection for the current workers was divided 
almost equally into three groups; those who intended to stay long term; those who 
intended to stay but could change their mind and those whose intention was not to 
stay. On the other hand, the majority of the ex-workers could not say they were 
satisfied with their ex Child Protection job, and for the remaining ex-workers 
satisfaction varied. The majority of the ex-workers also said nothing would have 
convinced them to stay when they had made up their mind to leave. These 
outcomes suggest there may be a link between satisfaction and turnover. 
Satisfaction has been linked to turnover in the literature, with lower satisfaction 
being associated with higher turnover (Auerbach, McGowan, Ausberger, Strolin-
Goltzman & Schudrich, 2010; Mor Barak, et al., 2006).  
Demands on workers, no matter their job level, was a constant theme 
throughout the interviews whether current or ex Child Protection workers. The 
demands originated from many sources; from the type of clients, the increasing 
need of children for protection, the organisational and administrative processes, 
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accountability and legislation. These demands required enormous amounts of 
information to be learnt, huge variety in the job and a huge constant workload. 
The administrative demands appeared to weigh very heavily on the ex-workers, 
however what combination or level of demands may influence a person’s choice 
to leave is personal and unknown. 
It was determined in this study that the most probable reason for leaving is 
workload due to its impact on the individual and the family (Morazes, et al., 
2010), followed by decisions based on issues such as incongruence between the 
person and the organisation’s values and attitudes (Chernesky & Israel, 2009) or 
feeling there is nothing more as a worker you can add, so consequently workers 
make the decision to move into a related career stream to hopefully achieve better 
outcomes for children. This suggests that individuals differ as to why they 
ultimately leave at different stages of their work life (Chenot, et al., 2009; 
O’Donnell & Kirkner, 2009).  
A feature of the ex-worker study was that when a person had worked 
through the process of making a decision to leave, it was too late for the 
organisation at this point of time to implement any changes. Most ex-workers said 
that nothing would have changed their mind. From the retrospective position of 
the ex-workers, the retention ideas put forward suggested: more work needed to 
be done to align the organisation culture to the job it has been set up to do, more 
work into the trauma workers are exposed to when working with non voluntary 
clients (e.g., Analogy of a Workplace Trauma Cycle Described by an Ex Child 
Protection Worker, Figure 6.2), as well as some practical suggestions to assist the 
worker (e.g., shifts, external support in the form of psychologists, remove staffing 
restrictions, etc). The suggestions that the workers put forward have also been 
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presented in the literature, for example alignment of the organisational culture to 
recognise and be congruent with professionally trained individuals who have 
skills, values and ethical standards and who work in the unpredictable and 
challenging area of child protection (Barbee, Antle, Sullivan, Huebner, Fox & 
Hall, 2009; Tham & Meagher, 2009).    
The data suggested that the relationship between Child Protection (i.e., 
DHS organisation) and the worker had the characteristics of a relationship 
between two people. Evidence of this could be seen in the reported Analogy of a 
Workplace Trauma Cycle described by an ex Child Protection worker (Figure 
6.2), in the fact that when trauma incidences do occur, they are minimised and 
people choose to stay, just as in family situations. In addition, turnover (internal 
and external) interfered with relationships and therefore the support and care 
provided by close relationships of peers and team members which help workers 
survive the demands and pressures of Child Protection were interrupted. The level 
of support and care provided to the workers by Child Protection therefore varied. 
Most of the ex-workers were able to say that they understood why Child 
Protection was not always able to provide care and support in this partnership. 
That in reality Child Protection was just as overworked and traumatised as the 
individual, with people coming and going in the relationship. One worker 
rationalised Child Protection as, ‘It’s not the bosses’ fault, not anyone’s fault … 
just the way society is and Child Protection doesn’t make money’.  
The main limitation of the current ex-worker study was the small sample 
and the subsequent extrapolation of these findings to a wider group of Child 
Protection workers. The recruitment of participants via Flyers and word of mouth 
in one regional area (snowballing technique) limited the number of potential ex-
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workers who were informed about the study. However as this ex-worker study 
extends on the first study, it added to the information that has already been found. 
Testing the generalisation of the data to a wider Australian group of Child 
Protection workers will initially be achieved by using this information to construct 
a staff questionnaire to test the issues identified.  
The first objective of this study was to identify factors that may have 
impacted on the retention of ex Child Protection workers. The second objective 
was to add the new information from this study to that obtained in Study one to 
further develop the retention model for Child Protection. Both these objectives 
have been achieved. The information found in the current study was used to revise 
the retention model. The revised retention model (see Figure 6.3) will be used to 
identify the most critical areas to focus on in the subsequent Child Protection staff 
questionnaire study.  
The Revised Retention Model 
This chapter investigated the perceptions of ex Child Protection workers. 
As a result of this investigation the model outlined previously in Chapter five 
(Figure 5.1) was amended to reflect the new information on retention and 
turnover. The revised Retention Model now includes demographics, personality, a 
general effects scale that incorporated the effects on the worker’s family, a 
satisfaction scale, and a management scale. In addition, the retention and turnover 
measures were expanded to include; a question asking whether the worker had 
thought of leaving; the  likelihood of a worker staying and conversely leaving; 
and  intentions to stay or leave now included the option of ‘monitoring’ the job 
situation. The revised Retention Model can be found in Figure 6.3. 
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Recruitment Factors 
- Job role-person fit 
- Organisational understanding 
- Job role understanding 
 
 
 
 
 
 
 
 
 
 
 
 
Effects - 
General
 
 
 
 
 
 
- Job entitlements 
- Expectations
Relationships 
- Person-supervisor 
- Person-team 
- Person-organisational    
- Value congruence 
- Professional congruence 
- Person-client  
Effects of Job 
- Trauma 
- Burnout etc. 
Individual Factors 
- Career Plans 
- Career opportunities 
- Personal plans 
- Need to work 
Connection to Area 
- Family 
- Lifestyle choices 
Preparedness 
- Training (education) 
- Experience in field 
Boundaries 
Demands of Job 
- Emotional 
- Volume of work 
- Turnover 
- Accountability 
Satisfaction 
Management 
Demographics 
- Age 
- Gender 
- Length of service 
- Background experience 
Likelihood 
Staying/leaving 
Changes in 
- Organisational support 
- Leadership 
Intentions 
- To stay 
- To stay 12 months 
- Monitoring  
- To leave next 6 months 
- To leave next 12 months 
Personality 
Thoughts of Leaving 
No  - no thought of leaving 
Yes - thought of leaving 
- Rarely 
- At least once a month 
- At least once a week 
- Everyday 
- Formal training 
- Position 
- Location  
Figure 6.3: Revised Retention Model for Child Protection 
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It was concluded at the end of Chapter two that the turnover and retention 
theories from the last 70 years represented an examination of the relationship 
between the organisation and the individual, with some researchers focusing more 
on the individual (e.g., Lee & Mitchell, 1994) while others on both persons 
involved in the relationship; the organisation and the individual (e.g., Hart & 
Cooper, 2001 – the reciprocal ongoing nature of relationships). Also, that the 
choice to stay or leave the employee relationship seemed to be impacted by the 
same types of factors that affect any relationship. It did not seem to matter that 
that it was a work based situation. The process of thinking about leaving and 
whether a worker should stay or leave was influenced by individual, group and 
organisational level factors. In the Revised Retention Model for Child Protection 
(Table 6.1) factors that may influence staying or leaving are summarised. The 
literature reviewed in Chapter three at the time this model was compiled 
suggested that many of the factors had been connected to turnover and retention. 
How often a worker thought about leaving was suggested by Mobley, (1977) as 
well as Lee, Mitchell, Wise and Fireman (1996) as being part of the process of 
turnover. Satisfaction (March & Simons, 1958; Mobley, 1977; Mobley et. al., 
1979; Jones & Okamura, 2000; Dickinson & Perry, 2002; Freund, 2005), 
demographics (Mobley, et. al., 1979; Curry et. al., 2005), expectations (March & 
Simons, 1958; Porter & Steers, 1973; Mobley et. al., 1979), job role 
understanding (Fox, Millar & Barbee, 2003), training and prior experience 
(Birmingham & Berry, 1996; Zlotnik, 2001; Jones, 2002; Fox, Millar & Barbee, 
2003), demands  of working in Child Protection due to workload (i.e., caseload 
and staff turnover), accountability and needs of new staff (Regehr et. al., 2002) 
and the effects of working in Child Protection such as burnout (Bennett, Plint & 
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Clifford, 2005; Dickinson & Perry, 2002; Drake & Yadama, 1996; Mor Barak et. 
al., 2001) and job stress (Mor Barak et. al., 2006; Mor Barak et. al., 2001) are 
factors in the revised model which have been connected to turnover in the 
literature. Retention articles reviewed in Chapter three also suggested that 
relationships in the form of support from supervisors and co-workers (Curry et. 
al., 2005; Dickinson & Perry, 2002; Ellett & Millar, 2004; Smith, 2005), workload 
(Curry et. al., 2005; Dickinson & Perry, 2002; Smith, 2005), satisfaction 
(Dickinson & Perry, 2002), burnout (Dickinson & Perry, 2002), stress (Dickinson 
& Perry, 2002), change in career goals (Dickinson & Perry, 2002) and education 
(Curry et. al., 2005) were connected to retention.  Factors included in the model 
but not in the literature reviewed were; boundaries, general effects on family and 
worker (e.g., not burnout), recruitment factors such as job role fit, job role 
understanding, organisational understanding and the need to work. The reciprocal 
nature of relationships and turnover was included in Hart and Cooper (2001) 
Organisational Health Framework, however, relationships in the Revised 
Retention Model for Child Protection Workers were conceptualised in a different 
way with four types of personal interactions (i.e., person-supervisor; person-team; 
person-organisation; and person-client) postulated. Management was also not 
directly referred to in this body of literature as having an influence on retention 
and turnover (i.e., not supervisory).  
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CHAPTER 7: INTERVIEWS WITH CHILD PROTECTION 
MANAGEMENT REGARDING RETENTION AND TURNOVER IN 
CHILD PROTECTION 
This qualitative exploratory study was planned to investigate senior Child 
Protection management’s perceptions of the retention and turnover of Child 
Protection workers. The scientific method operationalised as approach (planning 
and thinking), deployment (implementing and doing), results (monitoring and 
evaluating) and improvement (learning and adapting) was used to design 
interview questions to investigate management perceptions. This cycle of 
analysing a system was developed by Shewhart but is known more popularly as 
the Deming Cycle namely; plan, do, check, act (Umble, 2002). While the initial 
use of the Deming Cycle to assess the quality of a system was applied to industrial 
based organisations, this cycle can also be applied to post-industrial organisations. 
This approach can be used to identify what if anything needs to be improved 
within an organisation. It provided the scientific method operationalised into an 
organisational language framework for the management interview schedule. In 
this study the strategic initiatives of DHS in regards to turnover and retention, as 
perceived by Child Protection managers who are responsible for the 
implementation of the initiatives at a business unit level, were investigated. The 
specific objective of the study was to ascertain the organisational and the senior 
Child Protection management’s approach and deployment of strategies for 
retention and turnover of workers, the results of these strategies and the 
improvements they would like to see in the area of retention and turnover within 
Child Protection.  
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The Interview Schedule 
Semi-structured interviews were used to document senior management 
perceptions of retention and turnover of workers. The interview schedule was 
designed around the Deming cycle (Umble, 2002) but was operationalised as 
ADRI (i.e., Approach, Deployment, Results and Improvement) due to the aim of 
investigating turnover and retention initiatives. This quality improvement cycle is 
an assessment tool that aims to achieve continuous improvement. The questions 
therefore aimed to identify what the approach of the manager and the organisation 
is to retention/turnover, how this approach is deployed or put into practice, and 
what are the results of this approach. Lastly, given the results of the approach and 
its deployment, how would they improve the situation? See Appendix G for the 
questions designed to guide the interviews. Probes were used to elicit further 
information or if clarification of an issue was required. 
The Sample 
Participants 
Semi-structured interviews were conducted with two senior managers 
from two of the DHS regions. One female and one male manager with an average 
age of approximately fifty years were interviewed. They had been in their current 
job position for an average of approximately three years but had worked in Child 
Protection DHS for an average of just over 10 years. Background training 
included Bachelor and Post Graduate studies. Both managers had worked in the 
field of management for more than 10 years.  
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Procedure 
An application to undertake research within the Department of Human 
Services Child Protection unit was submitted to the Office for Children Research 
Coordinating Committee (RCC) in October 2006. After extensive negotiations 
approval for the current study as well as the proposed final staff survey study (see 
next chapter) was granted in March 2007, official notification was received in late 
May 2007 (Appendix H). Ethics applications were submitted to both the 
Department of Human Service and the Deakin University Ethics Committees. The 
Department of Human Services Ethics Committee and the Deakin University 
Ethics Committee had both approved the studies by November 2007 (Appendix I).   
A draft letter providing the historical background of the PhD program and 
its progress was written by the author to provide managers with background 
information and DHS’s written support for the project. This draft historical letter, 
a letter of introduction from the Deakin researchers as well as the study’s Plain 
Language Statement was sent via email to the Department of Human Services 
(DHS) appointed representative for this project (Tuesday, 3rd June 2008). The 
draft historical letter was checked by a DHS appointed representative and 
transferred to DHS letterhead. The documentation provided to the DHS 
representative was circulated by email to all 15 Child Protection Managers and 
Assistant Child Protection Managers in August 2008 (13th August 2008). The 
email asked managers to ‘Please see attached’ (i.e., the two letters, historical and 
the letter of introduction, as well as the Plain Language Statement).  
The week after the email was sent to Child Protection management, the 
student researcher attended the Child Protection Manager’s monthly meeting at 
DHS Head Office in Melbourne (Friday, 22nd August 2008). The DHS 
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representative invited the author to this meeting to give managers an opportunity 
to meet the author and have any questions regarding the study answered. 
Following the Child Protection Manager’s monthly meeting an email was sent to 
clarify the author’s contact details (Tuesday, 26th August 2008).  
 Interested managers could contact the author by email or phone, and if 
after discussion they were interested, an appointment to participate in the study 
could be arranged. The aim was to interview at least one senior manager from 
each of the DHS regions (Research Coordinating Committee document; Appendix 
H). No one volunteered. A discussion was held with the DHS representative who 
recommended ringing Child Protection managers personally to invite them to 
participate in a phone interview. Ethics approval for a modification to the study 
was applied for and granted by both Deakin and DHS Ethics Committees 
(Appendix I). Managers were phoned by the author in December 2008.   
Interviews 
After discussion two managers, from two regions, agreed to participate in 
the study and to be interviewed by telephone. Interview by telephone was 
determined to be the best method because interviews could be easily rescheduled 
at the last minute if any unanticipated events occurred. The author ensured that the 
managers who agreed to participate understood the aims of the study, as well as 
the type of questions they would be asked and the approximate time required for 
the interview. The author and the participant agreed to an interview time. A Plain 
Language Statement or Participant Information Sheet, and an Informed Consent 
Form were then sent by post (Appendix G). Signed informed consent form(s) 
were returned to the researcher either via a supplied reply paid envelope or faxed 
prior to commencing the interview.  
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Both interviews were approximately one hour in length. Probes were used 
to clarify a participant’s perceptions or to obtain details about the information 
being raised. Notes taken during the phone interview were typed and sent to 
participants to check their accuracy. The two participants did not provide 
feedback on the emailed interview notes; they were reminded with a follow-up 
email and phone call. The information and issues raised during the interviews 
were summarised.  
Results 
Managers noted that retention and turnover was one of the primary focuses 
of management. It was not easy to recruit good staff, that is, those with good 
training and experience. However if it was achieved, then it positively impacted 
the workforce and its ability to do the job. Not all turnover was considered 
undesirable by the managers, some turnover was labelled as ‘good’, however each 
region needed to be fully staffed so that workers were not overloaded. Exit 
interviews provided information for management as to why workers left and these 
reasons were predominately workload, court work and management. Retention 
and turnover were considered part of the same process, so that reasons why people 
left were then used to identify areas to improve. 
Managers indicated that one recent approach that DHS had taken to 
address retention and turnover was to initiate a ‘State wide Retention 
Coordinating Group’ that looked at the issues of attraction and retention of 
workers. For example, this Coordinating group undertook to recruit overseas to 
obtain experienced staff, that is, those with five to 10 years experience. The 
Workload Review Panel was another DHS strategy that provided workers an 
independent avenue of having their workload reviewed. Other strategies included 
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the departmental guidelines which aim to provide a level of formal support and 
quality of care, and the in-house development of a post graduate qualification; 
Graduate Diploma in Child Protection.   
In 2008 there was the initiation of the ‘Retention Strategy’ to attract and 
retain staff (i.e., a state wide initiative). Each region, at the time the managers 
were being interviewed, was required to construct their own annual retention plan 
due to regional differences or variations across Victoria. Approaches mentioned 
by the managers that were undertaken at regional levels were numerous and 
varied (see Table 7.1). It was understood that there was no ‘one’ strategy and the 
department aimed to address the issue of retention and turnover at various levels.  
Table 7.1 
Regional Approaches to Turnover and Retention 
Approach*  
Mentoring/Coaching  Model Experienced managers /team leaders going out with workers 
to visit clients, debrief after visit, identify and discuss any 
learning areas  
Student Placements Aim to convert as many student placements into staff 
acquisitions 
Employment of an 
Administration worker 
The role of the administration worker (1) Child Protection 
applicant care; (2) Contact person for students 
External Recruitment Services To recruit entry level Child Protection workers 
Change Management Plan To have a good management plan when initiating change 
Promotional or Advancement 
Streams 
Establishment of a promotion management stream (i.e., 
worker-team leader-unit manager-assistant manager-manager) 
and a practitioner stream (i.e., worker CAFW2-3-4 to senior 
practitioner) 
Clinical Psychologist To provide expert counselling for help with clients and 
support workers with issues such as cumulative stress  
Communication Strategies Aim to ensure that workers who are saying that ‘no-one is 
listening’ that ‘we are listening and we care’.  
Regular Discussion Regular discussion about retention and turnover (e.g., team 
leader and manager workshops) 
Flexibility  Try to accommodate workers, for example workers who like 
to travel, allow them to work for 6 months and then travel for 
6 months 
Note: *All approaches were taken directly from the interview notes. 
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The results of these approaches in one region, at the time management 
were interviewed, indicated a level of turnover of approximately 25% down from 
approximately 36% the year before for entry level Child Protection staff. 
Managers were not sure if the Global Financial Crisis which occurred later in 
2008 had impacted workers’ decisions to stay (i.e., managers interviewed early 
2009).  
Improvements suggested by managers included better part time options; 
development opportunities; support for short term increases in workers’ workload; 
addressing worker issues as early as possible; more management training and 
opportunities. The Child Protection workforce was described as mainly women of 
child bearing years and as such that part time work suited women with children as 
it enabled the balancing of work and caretaking roles (Wermeling & Smith, 2009). 
Part time options would result in Child Protection having a better choice of people 
to employ. Development opportunities would assist in retention, particularly for 
workers with six months to two years experience on the job. When starting in 
Child Protection the orientation program Beginning Practice (i.e., 3 months) 
followed by an increasing caseload to six months provided opportunities to learn 
and develop. After this initial time not many opportunities for development were 
offered according to the managers interviewed. There should also be more 
opportunity to go on study leave. Developmental plans were suggested as the 
vehicle to manage these opportunities. Retention was said to be assisted by 
manageable workloads and that supports needed to be provided to workers who 
were required to manage short term increases in their workload. Worker issues 
were said to be usually identified via supervision and that it was too late when the 
worker was ‘going out the door’. If an issue was addressed early then the worker 
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may choose to stay. If the situation or worker’s issues were brought to their 
attention, managers needed to decide if the issue was a work system issue or if it 
was about the person. Managers also said more management training and acting 
management opportunities to assess a worker’s suitability for a management 
position would assist in retention.  
Working in Child Protection was said to be an ‘extra hard job’ and as such 
there was a need to take care of the workforce. In addition, due to the serious 
nature of the work, staff needed to take time to determine what was enjoyable 
about working in Child Protection so that it balanced out the negative aspects of 
the job.  
Discussion 
This study was run concurrently with the Child Protection staff 
questionnaire, which is presented in the next two chapters. The management 
interviews indicated what the organisation and Child Protection management were 
doing to try to improve retention of staff, in the year the staff questionnaire was 
being completed. The approach of DHS and the regions suggested that turnover 
and retention were a primary focus of Child Protection management. The State 
Wide Retention Coordinating Group tackled the higher level strategic approaches 
which were implemented, along with other regional initiatives, in each of the eight 
regions across Victoria. Areas of improvement were identified and suggested that 
the managers interviewed take this area of their job seriously. Although there was 
only a small sample for this study it revealed that senior management had 
recognised that there were problems and that DHS and senior management were 
trying different approaches to improve the retention of Child Protection workers.  
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The information from the managers indicated that recruitment factors such 
as employment of ‘good workers’ particularly experienced workers was not easy. 
Job demands, due to changes in staff turnover which resulted in increased 
workload and as well as court work were identified as major contributors to 
turnover through exit interviews. Management was also a factor indicated as 
influencing turnover and more management training was suggested. These factors 
(i.e., recruitment, job demands due to turnover and court work, management) 
mentioned by managers are factors already included in the Revised Retention 
Model for Child Protection (Figure 6.3).  
Limitations of this study were that only two managers were interviewed 
which meant that not all regions or all manager views were represented. In 
addition to the limited information it was not known how accurate the interview 
notes were as managers did not send back their comments regarding notes from 
their interviews.   
DHS management has identified some of the issues raised by Child 
Protection workers in the two previous qualitative interview studies such as 
workload, court work and management (i.e., via exit interviews) as well as 
recruitment issues. They have tried and suggested some improvements both at the 
organisational strategic level and at the regional level by different Child 
Protection managers. The large scale Child Protection staff survey questionnaire 
will provide an opportunity to assess or test the organisational and senior 
management perceptions with those of the Child Protection workers.  
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CHAPTER 8: DEVELOPMENT OF A CHILD PROTECTION STAFF 
QUESTIONNAIRE 
The aims of constructing the Child Protection Staff questionnaire was 
firstly, to quantitatively measure the variables in the proposed retention model and 
examine relationships among these variables and secondly, to indicate possible 
areas for future research. The questionnaire was created using interview 
information provided by Child Protection workers who were currently employed 
or who had been employed in Child Protection in a regional area within the state 
of Victoria. In addition to the items based on the qualitative data collected during 
the interviews studies (Chapter five & Chapter six), a Job Satisfaction scale by 
Spector (1994) was included as a standardised measure of satisfaction. The 
questionnaire was pretested and expert judges provided feedback.   
Construct Areas 
The questionnaire items were based on the qualitative interview studies 
found in Chapter five and Chapter six. The areas therefore corresponded to the 
major themes as identified in the interview studies. The three main areas in the 
questionnaire were; (1) issues prior to or starting a job in Child Protection, (2) 
working in Child Protection and organisational factors which included 
relationships at work, organisational and the job type factors, satisfaction and (3) 
demographics.  
Issues prior to or starting a job in Child Protection represented the themes 
found in the interview studies under the same name. The scales, the workers’ 
reasons for choosing to work in Child Protection, their induction process, job 
entitlements as well as experience in the Child Welfare field in the form of what 
helped a worker to successfully work in Child Protection fell under this area.  
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Working in Child Protection included scales that focused on the 
relationship between the worker and their team, supervisor, organisation and their 
clients and satisfaction. Three additional single items asked the worker to rate 
their relationship with their supervisor, team and management. Organisational and 
on the job factors included a scale that asked workers about their career and 
personal plans as well as organisational career opportunities and their need to 
work. A demand scale asked about emotional demands and volume of work. An 
effects scale focused on the effects of working in Child Protection on family as 
well as on the worker. A change scale focused on changes in support, leadership 
and management. A connection to area scale was also included and reflected the 
lifestyle theme which investigated workers lifestyle choices (Chapter five & 
Chapter six).  
Satisfaction was another major theme as most of the ex Child Protection 
workers interviewed said they were not satisfied while most of the current 
workers were satisfied. The literature has also indicated that satisfaction may be a 
factor in a choice to stay (Faller, Grabarek & Ortega, 2010; Mor Barak, et al., 
2006). Satisfaction with a range of issues was measured with items developed for 
the questionnaire as well as by a standardised Job Satisfaction Survey (Spector, 
1994) which was used to assess concurrent validity with the newly constructed 
scale (Coolican, 2009; Kimberlin & Winterstein, 2008) (i.e., convergent and 
discriminant validity). The JSS was developed as a general instrument to measure 
job satisfaction in Human Service organisations. It has demonstrated reliability 
and has established norms for social services and the public sector as well as other 
sectors (Spector, 1994, 1997). Its reliability for use for Child Protection in 
Australia was assessed prior to the measurement of the concurrent validity of 
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Child Protection staff questionnaire. Demographic characteristics of the workers 
such as age, gender, length of service, background experience, formal training, 
position, and location were also included.   
For each of the areas outlined above, a series of items were created to 
capture different themes within each of the areas. Each theme had a different 
number of items. For example, for the theme ‘relationships at work’ under the 
working in Child Protection construct, the relationships were separated (i.e., 
relationships with supervisor, team, organisation and clients) with each 
relationship having up to seven items which asked about the importance of 
different aspects of the relationship. The items were composed from the literature 
regarding turnover and Child Protection workers (Chapter three), author’s 
observations of Child Protection workers at work (Chapter four, Organisational 
Structure), and interviews with Child Protection workers (Chapter five & Chapter 
six).  
The theme ‘personality’, which contained comments related to 
characteristics of the workers and retention, emerged from the ex Child Protection 
workers interviews. Personality is a construct used to describe behaviours, both 
behaviours that are consistent within people and those that distinguish between 
people (Gregory, 2007). There are many personality theories such as Freud’s 
psychoanalytic theory or Cattell’s factor analytic trait theory (Gregory, 2007). 
Personality was included in the model but due the complexity of testing for 
personality it was not included in the questionnaire. Future studies should 
investigate the role of personality and retention/turnover in Child Protection. 
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Questionnaire Structure 
To obtain maximum information for the measurement and testing of the retention 
model the questionnaire was constructed in two main sections, (1) Part A; and (2) 
Parts B, C, D, E and F (see Table 8.1). The Child Protection staff questionnaire 
had a total of 195 items. The first section, Part A, was a short section designed so 
that workers who were busy and only part filled the questionnaire would provide 
valuable information about each of the main constructs (i.e., prior to Child 
Protection, working in Child Protection and satisfaction) as questionnaire length 
can influence whether items are completed (Galesic & Bosnjak, 2009). The 27 
items in Part A focused on the overall satisfaction of different aspects of work life 
(n=13), the general effects of working in Child Protection (n=8) and a few 
individual items (n=4). The items required the participant to circle their rating on 
a five point Likert scale (e.g., ‘1 = poor to 5 = excellent’ or ‘1= very low to 5 = 
very high’). There were two measures of turnover (n=2), likelihood of staying and 
leaving as well as at the end of this section a retention/turnover question asking 
about thoughts of leaving Child Protection.    
The second section of the questionnaire measured the four main constructs  
with a total of 168 questions (see Table 8.1); issues prior to or starting a job in 
Child Protection (Part B), relationships at work (Part C), on the job type factors 
(Part D), job satisfaction survey (Part E) (Spector, 1994) and demographics (Part 
F). The second section contained items that asked the participant for their rating 
on the importance of an issue and/or an evaluation of an issue. For example, the 
participant was asked to rate the importance of different attributes of supervisory 
relationships as well as their actual relationship with their supervisor.  
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Table 8.1 
Child Protection Staff Questionnaire 
Sections of the Questionnaire Description  
Part A:   
A Individual items (e.g., boundaries) and Turnover 
measures 
A1satisfaction Broad questions on satisfaction with different aspects of 
work life and relationships 
A2general effects Broad questions on the general effects of working in CP 
  
Part B, C, D and E of the questionnaire contained items on similar areas as that in Part A 
however they explored the issues in more depth. Part F asked for demographic information. 
  
Part B:  
B1reasons for CP Reasons for choosing to work in Child Protection 
B2inductionto CP Feedback on induction into Child Protection 
B3jobenttitlements Job entitlements offered by DHS 
B4experience Experiences that help workers to successfully work in 
Child Protection 
B5intentions The workers intentions regarding current position 
  
Part C:  
C  Overall ratings of current relationships 
C1interactions with supervisor Interactions with your supervisor 
C2interactions with team Interactions with your team 
C3interactions with organisation Interactions with your organisation 
C4interactions with clients Interactions with your clients 
  
Part D:  
D1career Career issues 
D2demands Demands of the job on worker 
D3effects Effects of the job on worker 
D4changes Changes over the last 2 years 
D5management Management issues 
D6connection to area Features of where worker lives that are important and 
connect the worker to the area where they live 
  
Part E:  
satisfaction  Individual questions on satisfaction as well as an 
established Job Satisfaction survey* 
  
Part F:   
age Age of person (i.e., 20-24yrs) 
gender Male or female 
length of service How long worked in Child Protection 
background experience Prior experience working in Child Protection 
formal training Welfare based training versus other training 
position Supervisory or non-supervisory job roles 
location Rural or metropolitan workers 
Note: The questionnaire contained open and closed items. *Job Satisfaction Survey (Spector, 
1994).  
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Opportunities for further written comment were provided throughout the second 
section of the survey.  
Job Satisfaction Survey Measure 
Part E of the survey contained the Job Satisfaction Survey (JSS) by 
Spector (1994) which was originally designed to be used within the Human 
Services sector of the work population. It is a 36 item scale with nine subscales, 
each scale containing four items. Items can be positively or negatively worded. 
Each item is rated on a six point scale from strongly disagree to strongly agree. 
The nine subscales are pay, promotion, supervision, fringe benefits, contingent 
rewards, operating procedures, co-workers, nature of work and communication. It 
is a reliable instrument with a coefficient alpha for the total satisfaction scale of 
.91 and for the subscales .60 to .82 (Spector, 1994). Concurrent validity of the 
instrument has been provided with comparison with other satisfaction scales (e.g., 
Job Descriptive Index (JDI); Spector, 1997). Spector’s interpretation of the 
outcomes includes both a normative and absolute approach. Norms have been 
collected from research studies over time, mainly for various Human Service 
workers in the United States of America. Spector also provides an absolute 
approach where logical ‘cut off’ scores for dissatisfaction, ambivalence or 
satisfaction about the item, subscale or a person’s total satisfaction at work are 
provided (i.e., Both norms and cut off scores are provided by Spector).  
The JSS is a survey which as described, asks the participant their opinion 
about 36 particular aspects of the work environment. The purpose of including the 
JSS as a standardised measure was to establish the concurrent validity of the Child 
Protection staff questionnaire. Concurrent validity describes the correlation 
between constructs of an existing instrument, in this case the JSS, and a new 
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instrument (Gregory, 2007). Convergent and discriminant validity are used to 
assess concurrent validity. Convergent validity of items indicates that the same 
constructs are being measured and is demonstrated with items with higher 
correlations (Kim, 2009). Discriminant validity alternatively indicates the 
constructs are unique and is demonstrated by lower correlations (Kim, 2009). For 
example the JSS subscale ‘supervision’ was used to validate the new scale 
‘interactions with supervisor’ by looking at the correlations between the scales. It 
was expected that the two scales would be positively correlated indicating they are 
measuring the same construct.  
Measures of Turnover and Retention Contained in the Questionnaire 
Turnover has long been an area of interest to organisations (e.g., Barnard, 
1938) and researchers have investigated the decision to leave or stay in a job (e.g., 
March & Simon, 1958; Lee & Mitchell, 1994). The research can be broadly 
categorised into two areas, researchers that are looking at factors associated with 
actual turnover and retention, and those that are investigating what predicts these 
behaviours. In longitudinal research designs actual organisational turnover data is 
generally used. Research predicting turnover and retention decisions usually use 
‘intent’ or ‘intentions’ as intention to leave or intention to stay. The reason for this 
construct is that a person’s intentions and behaviour have been linked (e.g., 
Theory of Planned Behaviour, Ajzen, 1991) and this concept has been applied to 
the behaviour of turnover/retention, that is a person’s intentions relating to their 
job have been linked to the actual behaviour of leaving and staying (Mobley, et 
al., 1979). Turnover has been theorised as a decision-making process (e.g., Lee & 
Mitchell, 1994) that takes place over time. This suggests that a worker thinks 
about leaving before having the intention to leave, however external factors such 
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as perceived ease of movement from current job to a new job (i.e., originally 
defined by March and Simon, 1958, as availability of other jobs) may influence 
this decision. As a result of this, three different measures of turnover and retention 
were included in the survey to investigate which measure provided the best 
information about retention of Child Protection workers.  
The first measure was provided by Item 26 in Part A of the questionnaire; 
‘Have you thought about leaving Child Protection in the last 12 months? (yes or 
no)’. The second measure was an item about the workers’ intentions; ‘Please tick 
the one box that best describes your intentions regarding your present position?’ 
This provided an indication of the workers’ intentions (i.e., to stay, to stay at least 
12 months, monitoring the situation, to leave in next 6 months, to leave in the next 
12 months) regarding their current job in Child Protection. This item regarding the 
workers’ intentions can be found in Part B - section B5. The third measure was to 
ascertain the likelihood of the person leaving or staying. Item 17 (Part A) asked 
the worker what is ‘the likelihood that you will stay in Child Protection in the next 
12 months?’ and item 21 (Part A) asked about ‘the likelihood that you will leave 
Child Protection in the next 12 months?’ (1 = very low to 5 = very high).  
Pre-test of the Child Protection Staff Questionnaire 
A pre-test of the Child Protection staff questionnaire was undertaken 
during August 2008. The objective of the pre-test was to determine if the 
questionnaire clearly communicated what it intended to communicate to 
participants (Kim, 2009). Pre-testers’ feedback was used to clarify any items on 
the instrument prior to distribution to Child Protection staff.  
Six people known by the author were approached to pre-test the 
questionnaire and all agreed to review the instrument. The three male and three 
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female testers were aged between 32 and 69 years. Each tester had a different 
organisational background and training. Five were tertiary trained. One tester 
worked in the Department of Human Services but not in Child Protection. The 
remaining five testers worked in other professions. All testers worked in areas 
where high turnover was experienced. The advantage of having such a broad 
range of views and turnover experience was that additional ideas about what 
affected turnover may be highlighted.  
All pre-testers were given a preliminary version of the instrument to 
review. Review instructions were provided verbally by the author to all the testers. 
The testers were told that the aim of the pre-testing was to assist in making the 
questionnaire as easy to understand and read as possible. They were asked to read 
the questionnaire and to write comments on the questionnaire next to any items 
they did not understand or any item they found odd or unusual, and to correct 
grammatical errors. The testers were also asked to time how long it took them to 
read, and to estimate how long they thought it would take to circle the short 
answer items as well as complete the items that required a written answer.  
During their debriefing time with the author each person’s written 
comments on the questionnaire were reviewed. Verbal feedback during debriefing 
expanded or further explained their written comments and an estimate of the time 
required to complete the instrument was also documented (i.e., 20-40 mins). The 
questionnaire was revised taking account of this feedback (i.e., order of items in a 
scale, grammar, leading questions and incorrect numbering of items). Two 
additional organisational items were suggested by the tester who worked at DHS 
which were adopted.  
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Expert Judgement 
As part of the review process prior to distribution of the questionnaire to 
staff, expert judgement on the pre-tested version two questionnaire was sought 
(Kim, 2009). Two people were approached to provide feedback on the 
questionnaire. The first was an expert in the area of organisational psychology 
(i.e., PhD University Lecturer in Organisational Psychology) while the second 
was an expert in Child Protection who had worked in this area for over 20 years 
both in England and Australia, and had also worked at DHS for some of this time.  
The reviewers were provided with a copy of version two of the 
questionnaire. They were instructed to read the questionnaire and to make 
comment on whether the instrument appeared to measure the construct of turnover 
and retention and to write any comments on the questionnaire. Each of the 
reviewers provided written comment on the instrument which was expanded on 
during feedback sessions with the author. The supervision team met to discuss the 
expert feedback. Both reviewers agreed that the constructs of retention and 
turnover were clearly the aim of the instrument. Written comment fell into three 
areas; grammar and readability, scale measurement and length of the 
questionnaire. Grammar and readability issues were discussed and amendments 
made (i.e., wording of items and clarity of items). Scale measurement in parts of 
the questionnaire measured the importance of an item rather than the rating of an 
item. The comment was made that ‘the real question is about whether they are 
happening/present excreta.’ not how important these issues are to the workers. For 
example, sections C1 interaction with your supervisor and C2 interaction with 
your team of the questionnaire addressed how important particular attributes of a 
supervisor or team are to the worker and not a rating of these attributes. The 
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comment was discussed. The scales were not changed as sections of the 
questionnaire asked about the importance of items and other sections asked for a 
rating such as in section A of the questionnaire. The final comment was that the 
instrument was too long. Similarly the comment was discussed by the author and 
supervision team. The questionnaire was designed to measure the variables in the 
model and the JSS was added to assess the concurrent validity. The questionnaire 
was not shortened as it was considered important to include all factors in the 
revised retention model for Child Protection in the preliminary testing of the 
model.  
Conclusion 
This chapter has outlined the development of the Child Protection 
questionnaire which can be found in Appendix J. The retention model is presented 
in Figure 8.1 with the corresponding questionnaire numbering to help the reader 
find the section(s) of the questionnaire of interest.  
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Effects - 
General
Recruitment Factors 
- Job role-person fit 
- Organisational understanding 
- Job role understanding 
- Job entitlements 
- Expectations
Relationships 
- Person-supervisor 
- Person-team 
- Person-organisational    
- Value congruence 
- Professional congruence 
- Person-client  
Effects of Job 
- Trauma 
- Burnout etc. 
Individual Factors 
- Career Plans 
- Career opportunities 
- Personal plans 
- Need to work 
Connection to Area 
- Family 
- Lifestyle choices 
Preparedness 
- Training (education) 
- Experience in field 
Boundaries 
Demands of Job 
- Emotional 
- Volume of work 
- Turnover 
- Accountability 
Satisfaction 
Management 
Demographics 
- Age 
- Gender 
- Length of service 
- Background experience 
- Formal training 
- Position 
- Location  
Likelihood 
Staying/leaving 
Changes in 
- Organisational support 
- Leadership 
B4 
D6 
Part 
F
C, C1, C2, 
C3, C4
D2 
D1 
D4 
Part A 
Item 12 
D3 
D5 
A17 
A21
Intentions 
- To stay 
- To stay 12 months 
- Monitoring  
- To leave next 6 months 
- To leave next 12 months 
B5 
Thoughts of Leaving 
No  - no thought of leaving 
Yes - thought of leaving 
- Rarely 
- At least once a month 
Personality 
Not 
tested 
A2 
A1 
- At least once a week 
- Everyday 
A26
A27
B1, 
B2, B3 
Figure 8.1: Revised Retention Model for Child Protection with Numbered 
Reference to the Sections of the Questionnaire (circles) Where Items 
Relating to These Concepts Can Be Found 
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CHAPTER 9: TESTING OF THE RETENTION MODEL: THE 
ADMINISTRATION OF CHILD PROTECTION STAFF 
QUESTIONNAIRE  
The aims of the Child Protection Staff questionnaire as outlined in Chapter 
eight was to (1) develop an appropriate instrument that would enable the 
quantitative measurement of the variables in the proposed retention model (2) 
examine relationships among these variables and (3) examine the results of the 
questionnaire to suggest possible directions for future research. This chapter 
outlines the method undertaken to administer the questionnaire, the findings of the 
research, a discussion of the findings and suggestions for future research.  
Method 
Ethical Approval 
The DHS Office for Children Research Coordinating Committee 
An application to undertake research within the Department of Human 
Services Child Protection unit in Barwon-South Western regions was submitted to 
the Office for Children Research Coordinating Committee (RCC) in October 
2006. Approval for the survey study as well as a management interview study 
(Chapter seven) was granted by the RRC in March 2007, official notification was 
received in late May 2007. The RCC notification letter (Appendix H) indicated 
that support for the study was given subject to a list of conditions being met such 
as the questionnaire being in hard copy and additional items that needed to be 
included in the questionnaire pack as well as the extension of the survey to all 
Child Protection workers across the state.  
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Department of Human Service’s and Deakin University Ethics Committees 
Ethics applications were submitted to both the Department of Human 
Service’s and the Deakin University Ethics Committees. The Department of 
Human Services Ethics Committee approved both studies in November 2007. The 
Deakin University Ethics Committee provided ethics approval for both studies 
during 2007 (Appendix K). Subsequently a request for modifications to the 
questionnaire was submitted to both Ethics committees in September 2008 (note: 
timeframe due to intermission of PhD). This was required due to the changes 
made to the questionnaire as a result of the pre-testing and expert feedback on the 
questionnaire. Approval of the amendments to the questionnaire was granted by 
both Ethics committees (Appendix K).  
Participants  
In December 2008, all Child Protection staff below the level of Regional 
Child Protection Managers and Assistant Child Protection Managers across the 
state of Victoria received a questionnaire pack inviting them to participate in the 
current study. The distribution of the questionnaire pack was arranged by the 
author in conjunction with a DHS contact person from each region (contact list 
provided by the DHS representative). After informing each region of the study 
and its timing via a telephone call (i.e., contact persons), a box of questionnaire 
packs was sent to the contact person in each of the regions (n=8) for distribution. 
Each region indicated how many packs they required and in total 1057 
questionnaire packs were sent out. One region sent back 12 questionnaire packs, 
so a total of 1045 packs were retained by the regions. It is not known the exact 
number of staff who received the questionnaire, as the contact person was 
responsible for the distribution of the questionnaire packs to staff in their region. 
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Approximately a week after distribution of the questionnaire pack (i.e. 
16/12/2008), the student researcher sent a reminder email to the contact person in 
each region, who forwarded the email to all staff within their region, which aimed 
to improve the return rate of the questionnaire. A total of 160 questionnaires were 
returned, a response rate of 15.3%.  
Materials 
The questionnaire pack contained a covering letter from the Deakin 
University researchers, a Plain Language Statement, a paper copy of the 
questionnaire, a Deakin University pre-paid envelope, a covering letter from DHS 
and a flyer regarding the DHS Employee Assistance Program (EAP) (Appendix 
J). The covering letter from Deakin University introduced the study and 
researchers as well as inviting workers to participate. The Plain Language 
Statement provided more information on the study which included why it was 
being undertaken. A letter of support by Department of Human Services provided 
a history of the project and encouraged workers to be involved. A Deakin 
University pre-paid envelope addressed to the student researcher made sure that 
questionnaires were sent directly to Deakin University, this ensured the privacy of 
workers who chose to complete the questionnaire. A copy of a DHS EAP 
(employee assistance program) flyer was part of the questionnaire pack. This flyer 
included what EAP is, how it works, hours of operation and contact numbers. Its 
inclusion was required as one of the conditions for the support of the research 
proceeding by the Office for Children Research Coordinating Committees (RCC). 
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 Chapter Format 
The chapter from this point presents the Characteristics of the 
Respondents followed by a section on Scale Validation that demonstrated the 
reliability of the JSS (Spector, 1994) and Child Protection staff questionnaire 
scales as well as where possible concurrent validity between the instruments. At 
the end of the Scale Validation section Other Items Included in the Regression 
Analyses of the Retention Model from the questionnaire (i.e., in addition to the 
scales from the questionnaire) are presented. The Retention and Turnover 
Measures used in the multivariate analyses are then discussed. At the end of the 
chapter the results of the two Multivariate Analyses (Logistic Regression and 
Multiple Linear Regression), Qualitative Responses from questionnaire that 
illustrate the quantitative outcomes and a Discussion are the final sections.  
Characteristics of Respondents 
The questionnaires indicated that 137 female (85.6%) and 22 male 
(13.8%) Child Protection workers had returned the questionnaire, with the gender 
of one respondent missing (0.6%). Length of service and age of participants are 
provided in Table 9.1. Participants started working at Child Protection from their 
early twenties to their late fifties. However, most workers were between 20-29 
years old when they commenced working at Child Protection. At the time of the 
questionnaire approximately 38% had worked in Child Protection up to two years, 
36% between three to nine years, while 26% of questionnaire participants had 
worked in Child Protection for 10+ years.  
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Table 9.1 
Length of Service (years) by Age of Participant (years) 
 Age of Participant (years) 
Length of Service 
(years) 
20-29 
years 
30-39 
years 
40-49 
years 
50-59 
years 
60+years Total  
< 1  year 10 5 1 2 0 18 
1-2  years 17 13 8 4 0 42 
3-5  years 19 6 8 2 0 35 
6-9  years 1 8 7 6 1 23 
10+ years 0 15 9 14 3 41 
Total 47 47 33 28 4 159* 
Note: *Number of participants who provided their age and length of service n=159.  
Experience of the workers was classified by whether the worker had prior 
experience in Child Protection. Workers were considered as having experience in 
Child Protection if they had previous employment in Child Protection anywhere 
or had a student placement in Child Protection. More people had ‘no experience’ 
working in Child Protection (n=94, i.e., 59.1%) than those who had prior 
experience (n=65, i.e., 40.9%). While workers may not have had any experience 
in Child Protection some of these workers did have experience in another welfare 
organisation as an employee or had been in the organisation on a student 
placement. 
Background training was separated into those who had welfare based 
training (73.6%) with those that did not (26.4%). Welfare based training 
predominately included the Diploma of Community Welfare Work as well as a 
Bachelor and/or Masters of Social Work. One worker had an overseas 
qualification which was welfare based. Non-welfare based training were all other 
TAFE and University courses such as psychology and theology.  
  Job positions were designated as supervisory or non-supervisory. Non-
supervisory jobs were those with an allocated caseload but with no supervisory 
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function. There were more workers in non-supervisory positions (61.4%). 
Supervisory positions included those who supervised with or without caseloads 
(e.g., Team leaders or Unit Managers) of which there were 38.6%.  
Work location was designated as rural or metropolitan. Rural workers 
accounted for 47.2% and metropolitan workers 52.8% of participants. In Table 9.2 
work location and job position are presented, this information reveals that the 
breakdown of supervisory to non-supervisory job roles across the regional areas 
was similar. 
Table 9.2 
Work Location by Job Position 
 Job Position 
Work Location Supervisory Non-Supervisory Total  
Rural Regional 26 47 73 
Metropolitan 34 50 84 
Total 60 97 157* 
Note: *Number of participants who provided both their job position and work location.  
Scale Validation 
This section outlines the methods that were used to evaluate psychometric 
properties of the Job Satisfaction Survey (Spector, 1994) for use in an Australian 
setting and the Child Protection staff scales used to test the retention model. The 
reliability of each scale was tested and where possible concurrent validity 
determined using a Pearson’s correlation between scales predicted to some extent 
to be conceptually related (convergent validity) and others predicted not to be 
conceptually related (divergent validity). It was determined that a Pearson’s 
correlation for convergent validity was a significant (p<.05, two tailed) moderate 
or higher correlation (r =.4 or above). Non significant correlations closer to zero 
provided evidence of discriminant validity. For internal consistency, a moderate 
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correlation of r =.6 and above was considered acceptable however it is 
acknowledged that ideally researchers should endeavour to achieve a reliability 
coefficient of r =.8 and above in the course of testing and refinement of an 
instrument (Clark & Watson, 1995).  
All questionnaire data was entered into SPSS (SPSS, version 17) by the 
author. Prior to analysing the results of the staff questionnaire, the pattern of 
results was checked to ascertain if there were any systematic errors in the 
questionnaire resulting in missing data which was determined by an examination 
of the total number of cases per item. Any anomalous items were checked to 
determine the source of the inconsistent output.  Two inconsistencies were found. 
Part A Item 20 (i.e., The demands of your job?) of the questionnaire revealed that 
scale boxes which should have contained the numbers 1 to 5 were missing. The 
result of this oversight was that 29 participants did not answer the question. In the 
final analysis this was not important as this question was not used in the formation 
of a scale and was not used in analysis. Part B1 ‘Reasons for Choosing to work in 
Child Protection’ provided an option of ‘not applicable’ which many participants 
chose. This questionnaire oversight resulted in having to recode this response, see 
results section ‘Part B of the survey’ under heading ‘B1 ‘Reasons for Child 
Protection’ for details. All other missing data were random across the survey (i.e., 
items contained no missing data to a maximum of three missing answers for an 
item across the data set).  
Job Satisfaction Survey Measure 
The JSS can be used to determine an overall satisfaction score for a 
worker as well as their level of satisfaction for different areas of their work life. It 
is a 36 item scale with nine subscales, each subscale containing four items. Items 
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can be positively or negatively worded. Each item is rated on a six point Likert 
scale from disagree very much (scored as 1) to agree very much (scored as 6). The 
JSS measures the satisfaction on a continuum from dissatisfied to satisfied. Scores 
of three or less indicate dissatisfaction (1 = disagree very much, 2 = disagree 
moderately, 3 = disagree slightly); scores of three to four (3 = disagree slightly, 4 
= agree slightly) indicate approving of job (Spector uses the term ambivalent) 
while scores of four or more indicate satisfaction (4 = agree slightly, 5 = agree 
moderately, 6 = agree very much). For a subscale, for example pay, dissatisfaction 
with pay is represented with a score of 4 to 12; those okay with their pay 12 to16 
and those satisfied with their pay score 16 to 24. A total satisfaction score is the 
subscale ranges multiplied by nine (i.e., nine subscales), for example satisfaction 
is indicated by a score in the range of 144 to 216 (i.e., (16 x 9) to (24 x 9)) 
(Spector, 1994).  
For the JSS, all negatively worded items were recoded so that all items 
were in the same direction. Missing JSS data were treated using the recommended 
procedure, the mean of the subscale was used to replace the missing item 
(Spector, 1994). Of the 160 surveys, 17 questionnaires contained at least one 
missing value. Of these only those that contained at least three of the four items 
for each of the nine subscales were included in the analysis (i.e., each subscale has 
4 items). Four questionnaires were not able to be used as they contained two or 
more missing values for a subscale. A total of 156 questionnaires were used for 
the reliability analysis. The total JSS satisfaction scores were distributed over a 
very wide range. To assist in the regression analysis the data was recoded into five 
unit categories. Total scores between 86-90 were recoded as the value one, 91-95 
as two, 96-100 as three and 101-105 as four until all data was recoded. This 
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resulted in 20 units of satisfaction from one to 20 being used in the regression 
analysis. 
The nine JSS subscales are listed in Table 9.3 with a description of the 
subscales. The total JSS scale and nine subscales internal consistencies, reported 
as coefficient alpha by Spector (1994) as well as the current study’s Cronbach’s 
alpha, which ranged from .50 to .87, can also be found in Table 9.3. In the current 
study the reliability of the total satisfaction scale was high with a Cronbach alpha 
of .87. The current alpha was comparable to the alpha of .91 reported by Spector 
(1994). Seven of the subscales were considered reliable in this research study. The 
eighth subscale Communication, with an alpha of .58, was considered just 
reliable. The ninth subscale, Operating Procedures had an alpha of .50, lower than 
the set alpha limit, was less reliable.  
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Table 9.3 
Reliabilities of the Job Satisfaction Survey (JSS) Scale When Used in Child 
Protection, Victoria, Australia, Compared with Reported Reliabilities for JSS 
Survey Instrument (Spector, 1994). 
Subscales Description  Scale Alpha* Current Alpha** 
Pay Pay and remuneration .75 .78 
Promotion Promotion opportunities .73 .75 
Supervision Immediate supervisor .82 .86 
Fringe Benefits Monetary & nonmonetary fringe 
benefits 
.73 .67 
Contingent 
Rewards 
Appreciation, recognition, and 
rewards for good work 
.76 .71 
Operating 
Conditions  
Operating policies and 
procedures 
.62 .50 
Co-workers People you work with .60 .62 
Nature of Work Job tasks themselves .78 .73 
Communication Communication within the 
organisation 
.71 .58 
 Total .91 .87 
Note: *Internal consistency reliabilities (coefficient alpha), based on a sample of 2,870; source 
http://shell.cas.usf.edu/~pspector/scales/jssovr.html accessed 20th July 2010. ** Current 
study: Cronbach’s alpha for each subscale or facet of satisfaction as well as the alpha for the 
total satisfaction scale. 
The means for the total JJS satisfaction scale and the nine subscales for the 
current study are presented in Table 9.4. The total satisfaction scale indicated that 
overall the workers were ambivalent in regards to their satisfaction with their job. 
The subscale means indicated that the workers were dissatisfied with their Pay 
(11.8) and Operating Conditions (9.4). Workers were ambivalent or okay with 
Promotion opportunities (14.5), Fringe Benefits (12.2), Contingent Rewards 
(13.1) and Communication in the organisation (15.2). Workers were satisfied with 
Supervision (19.8), their Co-workers (18.1) and the Nature of Work (18.4). 
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Table 9.4  
Means and Standard Deviations for the Job Satisfaction Survey (JSS) Sub Scale 
and Total Scale for Current Study compared with Previous US Data (weighted 
mean*, Spector, 1994) 
Subscale Social Services(US)** 
M*(SD) 
Public Sector(US)***  
M*(SD) 
Current Study 
 M(SD) 
Pay 12.2 (2.2) 10.6 (2.4) 11.8 (4.8) 
Promotion 11.9 (1.6) 11.4 (1.9) 14.5 (4.4) 
Supervision 18.7 (1.8) 19.1 (1.5) 19.8 (4.5) 
Fringe Benefits 14.7 (2.0) 13.8 (2.0) 12.2 (3.9) 
Contingent Rewards 12.8 (1.7) 12.8 (1.8) 13.1 (4.0) 
Operating Conditions 11.8 (2.1) 12.3 (1.9)   9.4 (2.9) 
Co-workers 17.8 (0.8) 18.1 (1.5) 18.1 (3.2) 
Nature of Work 18.3 (2.1) 19.2 (1.7) 18.4 (3.3) 
Communication 13.8 (1.5) 13.7 (2.1) 15.2 (3.4) 
Total Satisfaction 145.0 (46.5) 134.4 (28.8) 132.7 (20.0) 
Note: *Weighted mean is the sum of sample means times n per sample/total n. 
** No of samples=23, Total sample size=6505, Dec 27th 2008, source accessed 20th July2010 
http://shell.cas.usf.edu/~pspector/scales/jssnormssocser.html  accessed 20th July 2010 
*** No of samples=67, Total sample size=22,631, Dec 27th 2008, source 
http://shell.cas.usf.edu/~pspector/scales/jssnormspubli.html accessed 20th July 2010 
 
The scores can be compared to other samples of data that have also used 
the JSS in research. In Table 9.4 this study total satisfaction and subscale means 
and standard deviations have been compared with US data collected from the 
Public Service Sector and the Social Services area. The reason these two groups 
of workers were selected was that Child Protection in Victoria is a social service 
provided by a public sector organisation (DHS). Although recent findings suggest 
there may be a difference between social services staff in public and voluntary 
sectors (Auerbach, et al., 2010). The table shows that the Child Protection workers 
in this study had similar levels of satisfaction to those of the US Public Sector and 
the Social Services. However the total satisfaction score for the current study 
Child Protection workers was closest to the total satisfaction score for the US 
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Public Sector indicating that the organisational context was important in 
determining levels of satisfaction.  
In summary, the result for the Spector’s JSS (1994) for this Australian 
sample of Child Protection workers indicated that the overall scale and eight of 
the subscales were reliable. The ninth subscale, Operating Conditions, was less 
reliable. A normative comparison of the Australian data with the US data for 
Social Services and the Public Sector are comparable indicating that the JSS is 
generalisable to Child Protection workers in Australia. Therefore it is able to be 
concluded that the JSS (Spector, 1994) was reliable to use in the Australian 
setting. However care must be taken in interpreting the Operating Conditions 
subscale in this population.  
Child Protection Staff Questionnaire Scales 
The scales created in the questionnaire aimed to test the model being 
developed. The scales and their items were developed from the interviews 
conducted with Child Protection workers and the literature. Pre-testers and expert 
judges indicated that instrument content was focused on the area of retention 
which provided evidence of face validity, a limited index of content validity 
(Sekaran, 1992). Further establishment of the scale’s psychometric properties 
needed to be undertaken. The following section assessed the reliability of each 
scale of the Child Protection Staff instrument using Cronbach’s alpha to 
determine their internal consistency. Where possible, concurrent validity was also 
tested between the created instrument and the JSS (Spector, 1994) using a 
Pearson’s correlation.  
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Reliability of the Child Protection Staff Scales 
The questionnaire contained 16 scales as well as individual items and the 
dependent measures. The 16 scales are described in Table 9.5 with their 
associated number indicating where the scale was located in the questionnaire. For 
example ‘Relationships at work’ was Part C of the survey. Part C of the survey 
had four scales; C1 Interaction with supervisor, C2 Interaction with team, C3 
Interaction with organisation and C4 Interaction with clients. 
Table 9.5 
Reliability of the Child Protection Staff Questionnaire Scales 
Subscales Description  Alpha*
Part A:   
A1satisfaction  Ratings of different aspects of work life .79 
A2general effects   Effects of working in Child Protection .81 
Part B:   
B1reasons for CP Reasons for choosing to work in Child 
Protection 
.68 
B2inductionto CP Feedback on induction into Child Protection .93 
B3jobenttitlements Job entitlements offered by DHS .77 
B4experience Experiences that help to successful work in 
Child Protection 
.70 
Part C   
C1interactions with supervisor Interactions with your supervisor .74 
C2interactions with team Interactions with your team .83 
C3interactions with organisation Interactions with your organisation .88 
C4interactions with clients** Interactions with your clients .27 
Part D   
D1career Career issues .77 
D2demands Demands of the job on worker .71 
D3effects Effects of the job on worker .87 
D4changes Changes over the last 2 years .77 
D5management Management issues .83 
D6connection to area Features of where worker lives that are 
important 
.68 
Note: *Internal consistency reliabilities (Cronbach’s alpha), based on a sample of 160 Child 
Protection workers across the state of Victoria. **The three items in ‘C4 interaction with 
clients’ did not form a reliable scale.  
The Cronbach’s alphas for these four scales and the remaining 12 scales are 
presented in Table 9.5. One of the scales ‘C4 interactions with clients’ was not 
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able to be used in the analysis as it did not form a reliable scale. The remaining 15 
scales were reliable with Cronbach’s alphas that ranged from .68 to .93.  
Part A of the Questionnaire  
The first part of the questionnaire had broad questions that were grouped 
into three main areas (1) a satisfaction scale (Items 1-14 excluding item 12); (2) a 
general effects scale (Items 15, 16, 18, 19, 22, 23, 24) and (3) measures of 
turnover (i.e., likelihood of staying (Item 17) and likelihood of leaving (Item 21) 
as well as thinking about leaving (Item 26) and the frequency a worker thinks 
about leaving (Item 27)). There were also three additional items; Item 12 asked 
the participant to rate their ability to maintain their professional boundaries and 
was included as a single item in the final analysis; Item 20 which asked about the 
demands of the job and Item 25 which asked about attachment of the participant 
to the area in which they live. It was decided that these last two items would not 
be included in the final analysis. Item 20 (i.e., demands of the job) had 29 missing 
items due to the oversight of not including the scale numbering (i.e., 1 to 5). Item 
25 was a general question which was explored in more detail in scale D6 the areas 
in which you live.  
 A1 Satisfaction Scale 
The satisfaction scale, as mentioned above, included Part A Items 1 to 14 
(n=13), excluded Item 12. Each item required a rating on a five point scale (i.e., 
poor (1) to excellent (5)). The reliability of the scale was high with a Cronbach’s 
alpha of .79. Item-total correlations were investigated and only one item, which 
asked about prior knowledge of the organisation, marginally improved the 
reliability of the scale if it was removed (i.e., .80). It was decided to retain the 
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item as the improvement in reliability was small and the item was considered 
important in assessing the overall rating of the satisfaction of the workers.  
It was predicted that the scale would be moderately correlated (r = .40 to 
.60) with the Spector JSS satisfaction scale. A significant correlation of .60 
(p<.01) between the new scale and the Spector scale was obtained. Correlations of 
the new satisfaction scale with the Spector subscales were; Pay .33, Promotion 
.35, Supervision .40, Fringe benefits .27, Contingent rewards .43, Operating 
conditions .32, Nature of work .41, Communication .41 which were all significant 
at the 0.01 level (two tailed). The remaining subscale Co-workers was correlated 
with the new satisfaction scale .19 which was significant at the 0.05 level (two 
tailed). It would appear that the new satisfaction scale was positively and 
moderately correlated with the Spector total satisfaction scale as well as to 
different extents with its subscales.  
The mean satisfaction score for this study was 40.5 (SD = 6.9). Poor 
satisfaction was represented by a range of 13-20; fair 21-33; good 34-46; very 
good 47-59 and; excellent 60-65. The mean satisfaction of this group of workers 
was therefore determined to be ‘good’. The satisfaction scores ranged from 33.5 
to 47.4 which meant that most Child Protection workers indicated that they had a 
good level of satisfaction.  
A2 General Effects Scale 
The general effects of working in Child Protection scale consisted of seven 
items (Items 15, 16, 18, 19, 22, 23, 24). These items asked participants to rate the 
positive and negative effects of working in Child Protection on themselves and 
family as well as the effect of their interactions with Child Protection clients on 
themselves. The rating of the general effects scale used a five point scale with 
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effects being rated as 1 = very low to 5 = very high. Due to the negative and 
positive wording of different items, negative items (Items 15, 16) were reversed 
scored so that all items were rated in the same direction. Very low general 
negative effects on the worker were represented by a range of 7-10; low 11-17; 
neither low nor high 18-24; high 25-31 and; very high 32-35. 
The reliability of the scale was high, with a Cronbach’s alpha = .81. The 
item-total correlations indicated that reliability of the scale would be reduced if 
any of the items were removed, consequently all items were retained. The mean 
general effect score was 23.4 (SD = 4.9) which placed the effects of working in 
Child Protection just in the ‘neither low nor high’ effect on the individual. 
However the range of general effect scores was 18.6 to 28.3 which indicated 
general negative effects ranged from ‘neither low nor high’ to ‘high’.  
While the JSS (Spector, 1994) scale does not have a construct similar to 
the general effects scale, it was predicted based on Child Protection worker 
interviews (Chapter five & Chapter six) that higher levels of satisfaction would be 
negatively correlated with higher ratings of general effects on individuals and 
their families whilst working in Child Protection. This was confirmed with the 
JSS total satisfaction scale (Spector, 1994) being significantly correlated with the 
general effects scale at -.49 (p<.01, two-tailed). A check of the Spector subscales 
also revealed that Fringe Benefits (r = -.44), Contingent Rewards (r = -.42) and 
Pay (r = -.41) were all negatively correlated (p<.01, two-tailed) with the general 
effect scale, which indicated that lower general effects on the workers is 
associated not only with a higher total satisfaction but a higher satisfaction with 
fringe benefits, contingent rewards and pay.  
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 Thoughts of Leaving 
Part A, Item 26 asked respondents if they had thought about leaving. If a 
person had thought of leaving, then Item 27 asked how often they had done so 
with scores indicated using; rarely, at least once a month, at least once a week, or 
every day. Approximately 70% of participants said they had thought of leaving. 
Of the 113 people who had thought about leaving, 16 (14.2%) had rarely thought 
about it, 53 (46.9%) had thought about it at least once a month, 34 (30.1%) at least 
once a week and 10 (8.8%) thought about it every day. Item 27 used an ordinal 
scale. Only Item 26, thoughts of leaving (i.e., yes or no), was included in the 
regression analyses as a categorical variable, as the combined use of both items 
would require the data to be dummy code or dichotomised due to the ordinal 
nature of Item 27.  
Part B of the Questionnaire 
B1 Reasons for Child Protection 
Respondents were asked to indicate how important (i.e., very unimportant to very 
important) the reasons provided in the questionnaire was for choosing to work in 
Child Protection. A ‘not applicable’ option was also provided. A large number of 
workers indicated that the reasons provided in the questionnaire were ‘not 
applicable’ to their choice to work in Child Protection. In the development phase 
of the survey only the statements about job ‘opportunity’ in Child Protection were 
considered by the author to be ‘not applicable’ to some people. All other items 
were deemed to be relevant to some degree for all Child Protection workers even 
if it was very unimportant. It was decided that given the large number of ‘not 
applicable’ answers, that all ‘not applicable’ answers in the Reason scale would 
be converted into ‘very unimportant’ to be consistent with all other scales in the 
 
199 
survey as all other scales do not provide a ‘not applicable’ option. This meant that 
all ‘not applicable’ answers would be given a score of ‘1’ for the purpose of 
statistical calculations. Table 9.6 indicates the number of ‘not applicable’ answers 
that were changed.  
Table 9.6 
Item-total Correlations, Means and Standard Deviations for B1 Reasons for Child 
Protection Scale Items  
No Item n N/A N* Item-total 
correlations 
Mean
** 
SD 
** 
 Altruistic motivation       
1 A desire to work with children 158 0 158 .19 4.16 .90 
4 Desire to work with families and 
children most in need 
155 0 155 .17 4.28 .76 
6 Desire to make a difference 156 1 157 .18 4.38 .79 
 Career development       
2 An opportunity to develop skills 157 1 158 .38 4.53 .69 
3 If I can work in Child Protection I 
can work anywhere 
155 3 158 .38 3.65 1.19 
5 Experience in Child Protection 
assists future career opportunities  
154 3 157 .45 3.73 1.16 
10 Part of a planned career path 122 36 158 .09 2.69 1.51 
 Opportunity       
7 I was a new graduate and Child 
Protection had jobs available for 
new graduates 
104 54 158 .38 2.67 1.56 
8 I fell into Child Protection when 
someone mentioned that there 
was a job available 
97 62 159 .20 2.22 1.43 
9 Offered employment after student 
placement 
57 101 158 .19 1.88 1.49 
 Conditions of employment       
11 Need to find employment close to 
the area in which I live 
124 34 158 .42 2.44 1.42 
12 The level of income offered by 
DHS 
148 10 158 .44 2.88 1.23 
13 The hours suit my circumstances 139 19 158 .40 2.67 1.28 
14 DHS flexibility for changing 
personal situations (e.g., P/Time) 
134 24 158 .41 2.78 1.41 
Note:  * Total N = italic number which equals all responses by the Child Protection workers. 
**Mean and standard deviation calculated after not applicable scores converted into very 
unimportant score. (1=very unimportant, 2=unimportant, 3=neutral, 4=important, 5=very 
important, N/A=not applicable).  
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The items in the Reasons for Child Protection scale are presented in Table 
9.6; the four subscales were Altruistic Motivation, Career Development, 
Opportunity and Conditions of Employment. The item-total correlation (n=153), 
mean and standard deviation for each of the items, arranged in their subscales, are 
provided.  
Cronbach’s alpha for the scale was .68 which was acceptable. All items 
with a low item-total correlation were investigated and as there was only a 
negligible or no increase in reliability by removing items with a low item-total 
correlation, all items were retained. For example, removing the item asking about 
whether Child Protection is ‘part of a planned career’ which had the lowest item-
total correlation improved the alpha from .68 to .70 (see Table 9.7).  
Whether the items in the four subscales (i.e., Altruistic Motivation, Career 
Development, Opportunity and Conditions of Employment) formed reliable 
subscales was investigated, see Table 9.7 for Cronbach’s alpha. Altruistic 
Motivation, Conditions of Employment and Career Development (i.e., removing 
the item was Child Protection ‘part of a planned career path’) formed reliable 
subscales with alphas above .60. Opportunity was revealed to be a just reliable 
subscale, two of the three items had an alpha of .59 (i.e., removing item ‘offered 
employment after student placement’).  
 The Reasons for Child Protection scale was used in the analysis of the 
retention model rather than the four subscales due to (1) the number of 
participants to variable ratio and that (2) while removing items in two of the 
subscales improved the Cronbach’s alpha’s values of the subscales, all 14 items 
formed a reliable scale with an alpha of .68. No correlation between the JSS 
(Spector, 1994) and reasons for choosing Child Protection was expected as the 
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instruments are conceptually different. The JSS is about worker’s satisfaction with 
actually working in the organisation and not about the reasons someone chooses 
to take a job within an organisation.  
Table 9.7 
Item-total Correlations, Cronbach’s Alpha of B1 Reasons for Child Protection 
Subscale Items 
No Item N Item-total 
correlations 
Cronbach’s Alpha 
if item deleted 
 Altruistic motivation    
1 A desire to work with children 154 .43 .67 
4 Desire to work with families and children 
most in need 
 .64 .39 
6 Desire to make a difference  .42 .67 
    Total alpha = .68* 
 Career development    
2 An opportunity to develop skills 157 .39 .49 
3 If I can work in Child Protection I can 
work anywhere 
 .50 .34 
5 Experience in Child Protection assists 
future career opportunities  
 .51 .33 
10 Part of a planned career path  .12 .72 
    Total alpha = .55* 
 Opportunity    
7 I was a new graduate and Child Protection 
had jobs available for new graduates 
158 .47 -.07 
8 I fell into Child Protection when someone 
mentioned that there was a job available 
 .25 .39 
9 Offered employment after student 
placement 
 .13 .59 
    Total alpha = .45* 
 Conditions of employment    
11 Need to find employment close to the area 
in which I live 
158 .42 .78 
12 The level of income offered by DHS  .54 .71 
13 The hours suit my circumstances  .63 .66 
14 DHS flexibility for changing personal 
situations (e.g., part time) 
 .64 .65 
    Total alpha = .76* 
Note:  * Total alpha is the Cronbach’s alpha for each of the subscales. The item-total correlations 
and total participants (N) are for each of the subscales.  
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B2 Induction to Child Protection 
Workers had to rate their overall induction experience as well as some of 
the key aims of Beginning Practice, the induction program for Child Protection 
workers when this study was undertaken. Higher scores represent a higher rating 
of the induction process. A mean scale score of 16.6 (SD = 6.1) indicated that 
workers rated their induction process between fair and good. Item means and 
standard deviations are presented in Table 9.8. Cronbach’s alpha was .93 which 
indicated the scale to be highly reliable. Item-total correlations were investigated 
and, as there was only a negligible or no increase in reliability by removing any 
items, all items were retained.  
Table 9.8 
Item-total Correlations, Means and Standard Deviation for B2 Induction to Child 
Protection Scale 
No Item Item-total correlations Mean SD 
1 Overall rating of induction process .81 3.04 1.27 
2 Assistance in development of skills  .86 2.76 1.13 
3 Providing knowledge  .84 2.91 1.18 
4 Assistance in the development of a 
reflective style of practice 
.76 2.57 1.19 
5 Building confidence  .82 2.73 1.17 
6 Providing access to experienced 
practitioners  
.65 2.59 1.22 
Note:  N=157. (1=poor, 2=fair, 3=good, 4=very good, 5=excellent).  
It was hypothesised that there would be a moderate positive relationship 
between B2 Induction to Child Protection and both JSS total satisfaction score and 
its Communication subscale. This prediction was based on the fact that an 
induction process is one form of communication that sets up expectations of an 
organisation. For example, the rating of a Communication subscale item such as 
‘communication seems good within this organisation’ may be influenced by the 
expectation built during an induction process. Significant correlations (p<.01, 
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two-tailed) between the B2 Induction to Child Protection scale and the JSS total 
satisfaction scale was .38 and its communication subscale .39 which indicated 
higher levels of satisfaction were associated with a higher rating of the 
organisational induction process.  
B3 Job Entitlements 
A mean scale score of 25.1 (SD = 3.7) indicated that workers rated the 
importance of their job entitlement as important. Apart from the provision of 
EAP, all entitlements were rated as being important. Annual leave and time in lieu 
were rated the highest. The scale had an acceptable Cronbach’s alpha of .77. In 
Table 9.9 the item-total correlations, means and standard deviations are presented.  
Table 9.9 
Item-total Correlations, Means and Standard Deviation for B3 job Entitlements 
Scale 
No Item Item-total correlations Mean SD 
1 Leave (annual) .62 4.59 .80 
2 Level of salary .55 4.24 .89 
3 Provision of Employee Assistance 
Program (EAP) 
.26 3.65 1.02 
4 Time in lieu .42 4.40 .99 
5 Conditions of employment (e.g., 
superannuation) 
.74 4.11 .89 
6 Hours of work .60 4.15 .88 
Note:  N=158. (1=very unimportant, 2=unimportant, 3=neutral, 4=important, 5=very important). 
As can been seen the item-total correlation for the provision of EAP was low. As 
the reliability for the scale was only negligibly increased by removing the EAP 
item, all items were retained. A weak positive correlation between B3 Job 
Entitlements and JSS Pay subscale was expected. This prediction was made as the 
Job Entitlement scale in the Child Protection staff questionnaire investigates the 
importance of a range of job entitlement whereas the JSS Pay subscale only 
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determines satisfaction with pay. A non significant correlation of .01 was found 
between the scales which indicated no relationship.  
B4 Experience  
A mean scale score of 15.0 (SD = 2.7) indicated that workers were neutral 
in the importance of experience in the child welfare field to being able to 
successfully work in Child Protection. Workers rated the importance of 
educational preparation and understanding the job role of a worker as being the 
most important preparation in being able to successfully work in Child Protection. 
In Table 9.10 the item-total correlations, means and standard deviations of the 
importance of experience are presented. An acceptable Cronbach’s alpha of .70 
was found. Item-total correlations were investigated and as there was only a 
negligible or no increase in reliability by removing any items, all items were 
retained.  
Table 9.10 
Item-total Correlations, Means and Standard Deviation for B4 Experience Scale 
No Item Item-total correlations Mean SD 
1 Prior experience in this field .49 3.42 1.13 
2 Understanding DHS as an organisation 
prior to commencing work 
.57 3.32 1.02 
3 Educational preparation .35 4.18 .72 
4 Understanding of the job role prior to 
commencing work 
.56 4.12 .83 
Note:  N=158. (1=very unimportant, 2=unimportant, 3=neutral, 4=important, 5=very important). 
Part C of the Questionnaire  
C1 Interactions with Supervisor 
All items were rated as being important to very important attributes of a 
supervisor to the workers. The scale had acceptable reliability, Cronbach’s alpha 
.74. Item-total correlations were investigated and as there was only a negligible or 
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no increase in reliability by removing items with a lower item-total correlation, all 
items were retained. In Table 9.11 the item-total correlations, means and standard 
deviations of this scale are presented. 
It was predicted that there would be a moderate positive correlation 
between the C1 Interaction with Supervisor scale with the JSS Supervision 
subscale (Spector, 1994). A non significant correlation of .12 was found 
indicating no relationship. It would appear that the ‘importance’ of supervisory 
attributes and the actual ‘rating’ of a supervisor’s competence (i.e., satisfaction) 
are not similar constructs.  
Table 9.11 
Item-total Correlations, Means and Standard Deviation for C1 Interactions with 
Supervisor Scale 
No Item Item-total correlations Mean SD 
1 Availability of your supervisor for 
formal supervision 
.43 4.48 .68 
2 The supervisor’s knowledge and 
experience  
.61 4.75 .44 
3 Caring relationship with your 
supervisor 
.49 4.36 .75 
4 Ability of your supervisor to listen .56 4.77 .44 
5 Recognition of your efforts from the 
supervisor 
.44 4.51 .64 
6 Availability of your supervisor 
between formal supervision times 
.46 4.59 .55 
Note:  N=158. (1=very unimportant, 2=unimportant, 3=neutral, 4=important, 5=very important). 
C2 Interactions with Team 
Team members ‘ability to listen’ and ‘debrief with safely’, their ‘support’, 
‘understanding’ and ‘doing their job’ were rated on average as being important to 
very important. The importance of team members being ‘always available’ was 
rated as neutral to important. The Cronbach’s alpha for this reliable scale was .83. 
Item-total correlations were investigated and as there was only a negligible or no 
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increase in reliability by removing items with a lower item-total correlation, all 
items were retained (Table 9.12).   
It was predicted that there would be a moderate positive correlation 
between the C1 Interaction with your Team scale with the JSS Co-worker 
subscale, as was predicted for the supervisor scales. A non significant correlation 
of .06 was found indicating no relationship. It would appear, as with the 
supervisor scales, that the ‘importance’ of team characteristics and actually 
‘rating’ team characteristics (i.e., satisfaction) are not similar constructs.   
Table 9.12 
Item-total Correlations, Means and Standard Deviation for C2 Interactions with 
Team Scale 
No Item Item-total correlations Mean SD 
1 Team members’ ability to listen .66 4.41 .66 
2 The support provided by team 
members 
.70 4.53 .68 
3 The fact that team members understand .72 4.41 .67 
4 Team members are people you can 
debrief with safely 
.66 4.36 .82 
5 Team members are always available .54 3.81 .82 
6 Team members doing their assigned 
job tasks 
.38 4.39 .68 
Note:  N=158. (1=very unimportant, 2=unimportant, 3=neutral, 4=important, 5=very important). 
C3 Interactions with Organisation 
Organisational ‘support’, ‘understanding’, ‘appreciation’, 
‘communication’ and that the organisation’s values match the workers 
‘professional values’ and ‘personal values’ were all rated overall as being 
important to very important to the workers. The scale was reliable with a 
Cronbach’s alpha of .88. Item-total correlations were investigated and as there 
was only a negligible or no increase in reliability by removing items with a lower 
item-total correlation, all items were retained (Table 9.13).  
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Table 9.13 
Item-total Correlations, Means and Standard Deviation for C3 Interactions with 
Organisation Scale 
No Item Item-total correlations Mean SD 
1 The support provided by the 
organisation 
.66 4.45 .68 
2 The fact that the organisation 
understands what you do 
.72 4.49 .66 
3 The organisation appreciates what you 
do 
.71 4.50 .72 
4 The organisation’s values match your 
professional values 
.71 4.31 .75 
5 The organisation’s values match your 
personal values 
.58 3.97 .88 
6 The organisation’s channels of 
communication 
.80 4.38 .68 
Note:  N=158. (1=very unimportant, 2=unimportant, 3=neutral, 4=important, 5=very important).  
It was predicted that there would be a weak positive correlation between 
C3 Interactions with Organisation scale and the JSS Communication subscale 
(Spector, 1994) due to the small overlap in the scales in the area of 
communication items. A non significant correlation of .05 was found, which 
indicated no relationship.   
C4 Interactions with Clients 
Item two was recoded, (e.g., 1=’never’ recoded to 5=’always’). The items 
in C4 Interactions with Clients did not form a reliable scale. An unacceptable 
Cronbach’s alpha =.27 was found. This scale was not used in the final analysis. 
Table 9.14 presents the item-total correlations, means and standard deviations for 
the items.  
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Table 9.14 
Item-total Correlations, Means, Standard Deviation and Alpha if Item Deleted for 
C4 Interactions with Clients Scale 
No Item Item-total 
correlations 
Mean SD Alpha if item 
deleted 
1 How often is your work with 
your clients rewarding? 
.33 3.54 .70     -.29** 
2* How often is your work with 
your clients unpleasant? 
.18 2.67 .65 .13 
3 How often is your work with 
your clients challenging? 
-.03 4.40 .60 .52 
Note:  N=160. (1=never, 2=rarely, 3=sometimes, 4=often, 5=always).                                      
*Item 2 recoded (i.e., 5=never, 4=rarely, 3=sometimes, 2=often, 1=always). **Negative due 
to negative average covariance among items, violates reliability model assumptions. 
Table 9.15 shows the distribution of responses for items in the scale. Most 
workers (n=151) indicated that clients were ‘often’ to ‘always’ challenging. 
Clients were ‘sometimes’ to ‘often’ rewarding (n=141) and unpleasant (n=146). 
Rewarding and unpleasant items were negatively correlated (-.35) which indicated 
that more unpleasant interactions with clients were associated with less rewarding 
interactions with clients.  
Table 9.15 
Participants Rating of Items for C4 Interactions with Clients Scale 
No Item Never Rare Some Often Always Total 
1 How often is your work with 
your clients rewarding? 
 10 63 78 9 160 
2 How often is your work with 
your clients unpleasant? 
1 10 87 59 3 160 
3 How often is your work with 
your clients challenging? 
  9 78 73 160 
Note:  N=160.  
Part D of the Questionnaire 
D1 Career 
A mean scale score of 20.4 (SD = 3.2) indicated that the career issues in 
this scale were important to the workers. An acceptable Cronbach’s alpha of .77 
was found. Item-total correlations were investigated and as there was only a 
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negligible or no increase in reliability by removing items with a lower item-total 
correlation, all items were retained. In Table 9.16 the item-total correlations, 
means and standard deviations of the D1 Career scale are presented.  
Table 9.16 
Item-total Correlations, Means and Standard Deviation for D1 Career Scale 
No Item Item-total correlations Mean SD 
1 Opportunities to advance your career 
within the organisation 
.61 4.04 .98 
2 Your personal plans (e.g., children, 
study, travel) 
.55 4.36 .75 
3 Your need to work for an income .43 4.40 .76 
4 Plans for your longer term career path .67 4.07 .87 
5 Opportunities to advance your career in 
another organisation 
.48 3.57 1.00 
Note:  N=159. (1=very unimportant, 2=unimportant, 3=neutral, 4=important, 5=very important).  
It was hypothesised that the more important the career issues the greater 
the impact they would have on satisfaction. For example if ‘your need to work for 
an income’ was very important then satisfaction with your pay would also be 
influenced. It was predicted that there would be weak negative correlation 
between D1 Career scale and the JSS subscale’s Pay and Promotion subscales 
(i.e., both pay and promotion are items in the D1 Career scale). The D1 Career 
and Pay subscale were found to be negatively correlated with a correlation of -.24 
(p<.01, two-tailed) which indicated that as the importance of career issues 
increased, satisfaction with pay decreased. A non significant correlation of -.07 
between D1 Career and Promotion indicated no relationship.  
D2 Demands 
The item means for this scale fell into two groups. Fairly to very often 
‘work volume’, ‘level of employee turnover’, ‘administration duties’ and ‘staff 
shortages’ created problems for the workers. Sometimes to fairly often ‘emotional 
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demands’, ‘level of accountability’ and the ‘court work’ caused problems. The 
scale had a mean score of 28.4 (SD = 3.8) which indicated fairly often the 
demands of working in Child Protection were problematic. The scale has an 
acceptable reliability, Cronbach’s alpha = .71. Item-total correlations were 
investigated and as there was only a negligible or no increase in reliability by 
removing items with a lower item-total correlation, all items were retained (Table 
9.16).  
It was hypothesised that increasing demand (operational demands 
included) would be correlated with a lower satisfaction with the organisational 
operating conditions. A negative moderate correlation was predicted between the 
D2 Demands scale (i.e., frequency of problematic demands) and the JSS subscale 
Operating Conditions.  A significant correlation of -.42 was found (p<.01, two-
tailed) indicating that increasing problematic demands were associated with 
decreased satisfaction.  
Table 9.17 
Item-total Correlations, Means and Standard Deviation for D2 Demands Scale 
No Item Item-total correlations Mean SD 
1 The emotional demands of the job .44 3.72 .89 
2 The work volume of the job .53 4.48 .74 
3 Level of employee turnover .49 4.16 .83 
4 Level of accountability  .27 3.58 1.05 
5 Amount of administrative duties .58 4.30 .80 
6 The court work .38 3.67 1.22 
7 Staff shortages .42 4.52 .70 
Note:  N=159. (1=never, 2=almost never, 3=sometimes, 4=fairly often, 5=very often).  
D3 Effects 
The D3 Effects scale items can be ranked based on their means (Table 
9.18). The most important effect of working in Child Protection was ‘job stress’ 
followed by the ‘impact of the emotional highs and lows’, ‘effects of the job when 
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not at work’, with ‘burnout’ and ‘trauma’ rated least important. The scale was 
very reliable with a Cronbach’s alpha of .87. Item-total correlations were 
investigated and as there was only a negligible or no increase in reliability by 
removing items with a lower item-total correlation, all items were retained.  
The D3 Effects scale was predicted to show a negative moderate 
correlation with the JSS Nature of Work subscale as this JSS subscale asks 
participants if their job is enjoyable or if they like what they do at work. A 
significant correlation of -.36 was found between the scales (p<.01, two-tailed) 
which indicated that as the frequency of effects increased satisfaction with the 
nature of the work decreased.  
Table 9.18 
Item-total Correlations, Means and Standard Deviation for D3 Effects Scale 
No Item Item-total correlations Mean SD 
1 Stress related to your job .65 3.95 .86 
2 Burnout  .71 2.84 1.06 
3 Trauma  .67 2.83 .99 
4 Effects of the job when you’re not at 
work 
.67 3.39 .94 
5 Impact of the emotional highs and lows 
on your well being 
.80 3.54 .91 
Note:  N=160. (1=never, 2=almost never, 3=sometimes, 4=fairly often, 5=very often). 
D4 Changes 
A mean scale score of 20.6 (SD = 4.3) indicated that sometimes the 
changes that had occurred over the last two years had impacted the workers. All 
item means were between sometimes to fairly often (i.e., 3 to 4) impacting the 
worker (Table 9.19). This scale was reliable with an alpha of .77. Item-total 
correlations were investigated and as there was only a negligible or no increase in 
reliability by removing items with a lower item-total correlation, all items were 
retained.  
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Table 9.19 
Item-total Correlations, Means and Standard Deviation for D4 Changes Scale 
No Item Item-total correlations Mean SD 
1 Changes in leadership .59 3.47 1.07 
2 Changes in processes .67 3.60 .90 
3 Changes in supervisors .50 3.35 1.21 
4 Change in people around you such as 
your team members 
.41 3.81 .89 
5 Changes in legislation – Children, 
Youth and Families Act (2005) 
.53 3.20 1.10 
6 Changes in court work requirements .41 3.24 1.07 
Note:  N=154. (1=never, 2=almost never, 3=sometimes, 4=fairly often, 5=very often). 
D5 Management 
All management items in this scale were deemed to be important to very 
important to the workers. The scale mean of 26.2 (SD = 3.1) indicated that the 
management issues in this scale were important to the workers. The scale’s 
Cronbach’s alpha r = .83, indicated the scale was very reliable in demonstrating 
the importance of the management issues surveyed. Item-total correlations were 
investigated and as there was only a negligible or no increase in reliability by 
removing items with a lower item-total correlation, all items were retained (Table 
9.20).  
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Table 9.20 
Item-total Correlations, Means and Standard Deviation for D5 Management 
Scale 
No Item Item-total correlations Mean SD 
1 Accessibility of senior management .58 4.01 .87 
2 Support from senior management  .75 4.40 .67 
3 Recognition of your efforts from senior 
management 
.62 4.23 .81 
4 Support from your Unit Coordinator .65 4.49 .58 
5 Follow-up from your Unit Coordinator .64 4.45 .64 
6 Senior managements’ understanding of 
the job 
.46 4.60 .63 
Note:  N=158. (1=very unimportant, 2=unimportant, 3=neutral, 4=important, 5=very important).  
It was predicted that there would be a weak negative correlation between 
D5 Management and the JSS Contingent Rewards subscale (i.e., an inverse 
relationship between importance and rating of that attribute). This was 
hypothesised as the D5 Management scale asked participants how important 
support and recognition of management was to them, and the JSS Contingent 
Rewards subscale asked the participant how satisfied they were with the 
recognition they received when they did a good job. A significant correlation of -
.19 (p<.05, two-tailed) was found which indicated that the more important 
recognition by management was to a worker the lower their satisfaction with the 
recognition they received when they did a good job.  
D6 Connection to Area 
The scale mean of 23.9 (SD = 4.6) indicated that the workers were neutral 
when it came to the importance of the features listed in this scale regarding where 
they lived (Table 9.21), however standard deviations indicated a wide range of 
responses. The scale was reliable, Cronbach’s alpha = .68. Item-total correlations 
were investigated and as there was only a negligible or no increase in reliability 
by removing items with a lower item-total correlation, all items were retained.  
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Table 9.21 
Item-total Correlations, Means and Standard Deviation for D6 Connection to 
Area Scale 
No Item Item-total correlations Mean SD 
1 My family live close by .48 3.65 1.14 
2 Environment (e.g., beach, snow, 
mountains etc) 
.44 3.52 1.00 
3 Lifestyle choices available suit me .51 3.93 .83 
4 Lifestyle choices suit my family .41 3.73 1.05 
5 I was born in the local area .28 2.27 1.40 
6 Living close to work .39 3.45 1.12 
7 Access to transport .33 3.32 1.22 
Note:  N=153. (1=very unimportant, 2=unimportant, 3=neutral, 4=important, 5=very important).   
 
Summary of Scale Validation 
The sixteen scales that formed the basis of Child Protection questionnaire 
were tested for reliability and, where possible, the concurrent validity. Evidence 
of face validity was also provided, based on the feedback on the questionnaire 
items from pre-testers and expert judges. The reliability of fifteen scales was 
established with Cronbach’s alpha’s ranging from .68 to .93. One scale, C4 
Interactions with Clients, did not form a reliable scale (Table 9.5).  
Predictions of a relationship between the created Child Protection 
questionnaire scales and the existing JSS measure and its subscales, were made 
for 11 of the 16 scales of the new Child Protection questionnaire. Seven of these 
predictions held and resulted in significant associations, providing evidence of 
concurrent validity, both discriminant and convergent validity between the newly 
created questionnaire and the existing JSS survey.  
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Other Items Included in the Regression Analyses of Retention Model 
In addition to the scales presented in Table 9.5, a range of demographics 
were used as well as a question on boundaries, thoughts of leaving and ratings of 
work relationships from Part C of the questionnaire were included in the 
regression analysis (Table 9.22).  
Table 9.22 
Other Items used in the Regression Analyses from the Child Protection Staff 
Questionnaire 
Item Description  
A12: Boundaries  Single item asking about person’s ability to maintain personal 
boundaries.  
A26: Thoughts A single item asking workers if they had thought about leaving; 
yes or no. (Note: variable discussed earlier in chapter) 
Part C: Work relationships Three items that ask workers to rate their relationships with their 
supervisor, team and management 
Part F: Demographics   
Age Age of person (i.e., 20-24yrs) 
Gender Male or female 
Length of service How long worked in Child Protection (less than or equal to 
5years, or, 6 or more years) 
Background experience Prior experience working in Child Protection 
Formal training Welfare based training versus other training 
Position Supervisory or non-supervisory 
Location Rural or metropolitan worker 
 
Boundaries 
This single item from Part A of the questionnaire asked the worker to rate 
their ‘ability to maintain your professional boundaries’ Overall the workers said 
their ability to maintain professional boundaries was good to very good (Mean = 
3.98, SD=.83, n=159). This indicated that workers perceived themselves able to 
identify their sphere of responsibility, namely they have good physical, emotional 
and mental boundaries in relation to their job role.  
 
216 
Part C of the Questionnaire 
Part C of the questionnaire focused on relationships at work. Three 
individual items were included in this part of the questionnaire and asked the 
worker to rate their overall relationship with their supervisor, team and 
management. These relationship scores were included in the regression analysis as 
single items. The workers on average rated their relationship with their team the 
highest, followed by their supervisor and then management.  
Table 9.23 
Means and Standard Deviation for Work Relationships  
No Item Mean SD 
1 Overall how would you rate your relationship with your supervisor? 3.84 1.10 
2 Overall how would you rate your relationship with your team? 4.13 .83 
3 Overall how would you rate your relationship with management? 3.04 1.04 
Note:  N=159. (1=poor, 2=fair, 3=good, 4=very good, 5=excellent).  
Part F of the Questionnaire 
Demographics included in the model were the workers’ age (i.e., 20-24 
yrs, 25-29 yrs etc), gender, length of service in Child Protection (0-5 yrs, or, 6 or 
more yrs), background experience (i.e., prior Child Protection experience or not), 
formal training (i.e., welfare based training or not), work position (i.e., 
supervisory or not) and location (i.e., rural or metropolitan).  
Retention and Turnover Measures 
The three retention and turnover measures as previously outlined in 
Chapter eight are (1) thinking about leaving, (2) intentions regarding present 
position and (3) likelihood of staying or leaving. Thinking about leaving data 
were used unchanged from survey (‘no’ thought or ‘yes’ had thought of leaving). 
Those that had thought of leaving provided more information on the frequency of 
thinking (i.e., rarely, at least once a month, at least once a week or every day), this 
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further information provided insight into how often workers had thought about 
leaving (e.g., Tables 9.24 to 9.26), however was not included in the regression 
analyses. Intentions regarding the workers’ current position were initially 
collapsed from five categories to three categories to investigate the data. 
‘Intending to stay’ combined the data from ‘intending to stay’ and ‘intending to 
stay at least 12 months’. ‘Monitoring the situation’ response remained as an 
individual category. ‘Intending to leave’ combined the data from ‘intending to 
leave in the next 6 months’ and ‘intending to leave in the 12 months’ categories. 
The last measure was the likelihood of staying or leaving. A negative strong 
correlation of -.90 (p<.01) between likelihood of staying and likelihood of leaving 
indicated that they were opposite constructs and either measure could be used. It 
was decided that as this thesis’s aim was the development of a retention model, 
‘likelihood of staying’ would be used.  
Multiple measures enabled testing of different hypotheses. For example 
one hypothesis was the greater the frequency of thinking about leaving, the more 
likely a worker will be monitoring the situation or have an intention to leave and 
the lower the likelihood of staying. In addition, it was hypothesised that each 
measure would correlate with a different pattern of factors that influence 
retention, as they may represent different points on the decision pathway.  
The retention and turnover measure data from the questionnaire indicated 
that different outcomes were possible between the three outcome measures. If a 
worker ‘had not’ thought of leaving (n=47), they indicated the likelihood that 
they would stay as ‘high to very high’ (98% of participants). If a worker ’had’ 
thought of leaving (n=113), their likelihood of staying, ranged from very low to 
very high (Table 9.24).  
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Table 9.24 
Frequency of Leaving Thoughts Compared with Likelihood of Staying 
 Likelihood of staying 
Frequency of leaving 
thoughts 
Very 
low 
Low Neither 
high or low 
High Very high Total  
No thought 0 0 1 20 26 47 
Rarely 1 1 1 5 8 16 
At least once a month 6 4 10 25 8 53 
At least once a week 5 11 9 7 2 34 
Everyday 4 3 2 1 0 10 
Total 16 19 23 58 44 160* 
Note: *All participants provided the frequency they thought about leaving and the likelihood of 
staying in Child Protection in the next 12 months.   
 
This pattern was repeated, for workers who ‘had not’ thought of leaving 
also indicating that they were intending to stay (96%). However for workers who 
had thought of leaving their intentions were spread, with 33% intending to stay, 
50% monitoring the situation and 17% intending to leave (Table 9.25).  
 
Table 9.25 
Intentions Compared with Likelihood of Staying 
 Likelihood of staying 
Intentions regarding 
present job position 
Very 
low 
Low Neither 
high or low 
High Very high Total  
Intending to stay 0 1 4 37 37 79 
Monitoring the 
situation 
2 11 18 18 5 54 
Intending to leave 14 7 0 2 2 25 
Total 16 19 22 57 44 158* 
Note: *Number of participants who provided the Intentions regarding present job position and the 
likelihood of staying in Child Protection in the next 12 months. Note: A negatively strong 
correlation of -.90 was found between likelihood of staying and likelihood of leaving, 
likelihood of staying was used in all analyses.  
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Table 9.26 
Frequency of Leaving Thoughts Compared with Intentions Regarding Current Job 
Position 
 Intentions regarding present job position 
Frequency of leaving 
thoughts 
Intending 
to stay 
Monitoring the 
situation 
Intending to 
leave 
Total  
No thought 44 2 0 46 
Rarely 9 4 1 14 
At least once a month 16 26 5 47 
At least once a week 8 18 6 32 
Everyday 1 4 5 10 
Total 78 54 17 149* 
Note: *Number of participants who provided answered the items on the frequency they thought 
about leaving and their intentions regarding their current job position.  
Comparing the frequency of thoughts of leaving (n=113), with intention to 
stay as well as probability of staying, revealed that different frequencies of 
leaving thoughts resulted in different patterns of intentions and probability of 
staying patterns. What the data indicated is that simply thinking about leaving, 
even if a worker rarely thought about leaving, changes the intentions and 
probability of staying. Based on this information the variable measuring ‘thinking 
about leaving’ (i.e., yes or no) was included as an independent variable in the 
model. The remaining two measures, that is the ‘intention to stay’ and the 
‘likelihood of staying’, were used as the dependent variables to investigate their 
relationship with the predictor variables in the model.  
Workers’ intentions regarding their present position were used as the 
dependent variable in the binary logistic regression analysis. Therefore intentions 
were grouped into workers who ’intended to stay’ (i.e., intending to stay and 
intending to stay 12 months) and workers who indicated they had ‘other 
intentions‘ (i.e., monitoring the situation and intending to leave either in the next 6 
months or 12 months). Likelihood of staying was used as the dependent variable 
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in the linear regression. Pearson correlations between the intentions of the workers 
as a binary variable, frequency of leaving thoughts and likelihood of staying are 
presented in Table 9.27.  
Table 9.27  
Correlations of Retention and Turnover Measures 
Measure Intention to stay 
versus other intentions 
Likelihood of staying 
Intention to stay vs other intentions + 1  .62** (n=158) 
Thought of leaving ++  .57** (n=158) .47** (n=160) 
Likelihood of staying ‡  .62** (n=158) 1 
Note: ** Correlation is significant at the 0.01 level (2-tailed). + 0 = other intentions, 1= intention 
to stay = 1; ++ yes = 0, no = 1; ‡1 = v. low, 5 = v. high. 
 
Multivariate Analyses 
This section presents the outcomes of the Logistic Regression and Linear 
Regression analyses as well as qualitative responses that provide further 
understanding of the quantitative results. 
Data Treatment 
Data was entered into SPSS (SPSS, version 17) by the author. Missing 
data were left as missing.  
Predicting Intention to Stay - Logistic Regression 
In this study there were 160 participants and 27 variables. This equated to 
a very low case: variable ratio of approximately 5 cases per variable which can 
result in overfitting of predictor variables to the dependent variable and a 
statistically meaningless result (Tabachnick & Fidell, 1996). Given this situation it 
was necessary to reduce the number of variables to overcome potential problems. 
A statistical decision approach was taken, in which a significant statistical 
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outcome determined if a predictor variable was included in the subsequent logistic 
regression analysis. Therefore the crude odds ratio for each variable was 
determined by entering each predictor variable with the dependent variable; other 
intentions or intention to stay. If the crude odds ratio was significant then the 
predictor variable was included into a smaller subset of variables which was then 
used to determine the actual odds ratios for this smaller set of variables.  
Separate logistic regression analysis of each variable using the binary 
dependent variable ‘intention to stay’ and ‘other intentions’, indicated that 12 
variables were significantly associated with those who intended to stay (p<.05) 
(Table 9.28). Analyses were performed using SPSS Logistic Regression.  
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Table 9.28  
Predicting Intention to Stay: Results for Individual Binary Logistic Regression 
Models Undertaken to Determine Crude Odds Ratio for each Variable 
Variable B Odd Ratio(95CI) p 
A1 satisfaction† .13 1.13(1.07-1.20) .00*** 
A2 general effects‡ -.21 .81(.74-.89) .00*** 
A12 boundaries† -.15 .86(.59-1.26) .44 
A26 thoughts of leaving (ref: no)  3.46 31.85 (9.25-109.63) .00*** 
B1 reasons for CP§ .01 1.01 (.96-1.05) .81 
B2 induction to CP† .11 1.12 (1.06-1.19) .00*** 
B3 job entitlements§ -.07 .93 (.85-1.02) .13 
B4 experience§ -.10 .91 (.80-1.02) .10 
C relationship with supervisor† .24 1.27 (.94-1.70) .12 
C relationship with team† -11 .90 (.61-1.31) .57 
C relationship with management†  .38 1.47 (1.07-2.02) .02* 
C1 interaction with supervisor§ -.22 .81 (.70-.93) .00** 
C2 interaction with team§ -.05 .95 (.86-1.05) .35 
C3 interaction with org§ -.19 .83 (.74-.93) .00** 
D1 career§ -.13 .88 (.79-.98) .02* 
D2 demands¤ -.16 .85 (.78-.93) .00** 
D3 effects¤ -.20 .82 (.74-.90) .00*** 
D4 changes¤ -.06 .94 (.87-1.01) .10 
D5 management§ -.14 .87 (.78-.97) .01* 
D6 connection to area§ -.11 .89 (.83-.96) .00** 
F age # -.09 .91 (.70-1.20) .51 
F gender (ref: female) .78 2.19 (.83-5.75) .11 
F service (ref: 6 or more yrs) .39 1.48 (.78-2.82) .23 
F experience (ref: exp in CP) .13 1.14 (.60-2.15) .70 
F Training (ref: social/welfare) .51 1.66 (.81-3.40) .17 
F position (ref: non supervisory) -.33 .72 (.38-1.38) .32 
F location (ref: metropolitan) -.13 .88 (.47-1.65) .69 
Note: Significant variables in bold:***p<.001, **p<.01, *p<.05, p=.05; †1 = poor, 5 = excellent, 
‡1 = v. low, 5 = v. high; §1 = v. unimportant, 5 = v. important ; ¤ 1 = never, 5 = v. often;             
# F age grouped 1 = 20-24yrs, 2 = 25-29yrs to 65yrs. 
Tabachnick and Fidell (1996) provide a ratio of cases to independent 
variables ‘rule of thumb’ formula (p. 132). Using the formula, 146 cases are 
required for 12 variables, the current study sample of 160 cases satisfied the 
required sample size. The 12 predictor variables which had a significant crude 
odds ratio (p<.05) were then entered into a binary logistic regression analysis 
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using the binary dependent variable ‘intention to stay’ and ‘other intentions’. The 
model reliably predicted those who intended to stay (χ2 (12, n=138) = 85.487, 
p<.00). The overall model correctly predicted 84.1% classification to a group, 
with those intending to stay correctly classified at a rate of 79.7% while those 
with other intentions at 88.4%.  The variance (Nagelkerke R2 = .62) explained by 
the model was 62%. Thoughts of leaving (yes or no) were significantly associated 
with the intention to stay in Child Protection. That is the odds were increased that 
a Child Protection worker would have an intention to stay if they had not thought 
about leaving (over 3000%). B2 Induction to Child Protection approximated 
significant (p=.05), but suggested a trend in that the odds were increased that a 
worker would have an intention to stay when workers rated the effectiveness of 
their induction process in helping them to start work in Child Protection higher 
(9%).  
Table 9.29  
Predicting Intention to Stay: Subset Binary Logistic Regression 
Variable B Odd Ratio(95CI)  p 
A1 satisfaction † .04 1.04(.94-1.14) .46 
A2 general effects ‡ -.12 .88(.76-1.03) .10 
A26 thoughts of leaving (ref: no) 3.46 30.44 (5.46-169.59) .00*** 
B2 induction to CP † .09 1.09 (1.00-1.20) .05 
C relationship with management † .08 1.09 (.62-1.90) .77 
C1 interaction with supervisor § -.21 .81 (.63-1.05) .12 
C3 interaction with org § -.10 .90 (.76-1.08) .26 
D1 career §  -.20 .82 (.66-1.02) .07 
D2 demands ¤ -.03 .98 (.82-1.16) .77 
D3 effects ¤ .04 1.04 (.87-1.23) .68 
D5 management§  .04 1.04 (.84-1.29) .71 
D6 connection to area§  -.08 .92 (.81-1.05) .20 
Note: Significant variables in bold:***p<.001, **p<.01, *p<.05, p=.05; †1= poor, 5 = excellent, 
‡1= v. low, 5= v. high; §1= v. unimportant, 5= v. important ; ¤1= never, 5= v. often. 
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Predicting Likelihood of Staying – Multiple Linear Regression 
Likelihood of staying was now investigated to determine what variables 
predicted this measure. As outlined in the previous section, due to the low case to 
variable ratio it was necessary to reduce the number of predictor variables to 
overcome the potential problem of overfitting the data (Tabachnick & Fidell, 
1996). A statistical decision approach was taken, if the parameter for a predictor 
variable was significant then it was included in the subsequent multiple linear 
regression predicting likelihood of staying. Separate linear regression analyses 
using the dependent variable ‘likelihood of staying’, indicated that 12 variables 
were significantly associated with those likely to stay (p<.05) (see Table 9.30). As 
calculated previously for the logistic regression a sample size of 160 was 
sufficient to test 12 variables. Analyses were performed using SPSS Regression 
(Linear).  
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Table 9.30 
Predicting Likelihood of Staying: Results for Linear Regression Models 
Undertaken for each Variable 
Variable B Beta p 
A1satisfaction†   .08  .42 .00*** 
A2general effects‡ -.13 -.48 .00*** 
A12 boundaries†  .11  .07 .37 
A26 thoughts of leaving (yes= 0, no=1) 1.33  .47 .00*** 
B1 reasons for CP § -.01 -.03 .44 
B2 induction to CP†  .07  .31 .00*** 
B3 job entitlements §  .01  .03 .78 
B4 experience § -.08 -.18 .03* 
C relationship with supervisor†  .12  .10 .21 
C relationship with team†  .10  .06 .42 
C relationship with management †  .21  .17 .03* 
C1 interaction with supervisor § -.06 -.10 .17 
C2 interaction with team § -.03 -.04 .24 
C3 interaction with org § -.04 -.11 .21 
D1 career § -.10 -.25 .00** 
D2 demands ¤ -.12 -.36 .00*** 
D3 effects ¤ -.12 -.36 .00*** 
D4 changes ¤ -.00 -.01 .88 
D5 management§ -.05 -.12 .14 
D6 connection to area§ -.05 -.18 .03* 
F age #  .00  .00 .98 
F gender (male=0, female=1)  .24  .06 .49 
F service (0-5yrs service=0, 6 or more yrs service=1)  .50  .23 .00** 
F experience (non exp CP=0, exp in CP=1) -.03  .01 .90 
F Training (non social/welfare= 0, social/welfare =1) -.01  .01 .95 
F position (supervisory=0, non supervisory=1) -.62 -.24 .00** 
F location (rural=0, metropolitan =1) .08  .03 .68 
Note: Significant variables in bold:***p<.001, **p<.01, *p<.05, p=.05; †1 = poor, 5 = excellent, 
‡1 = v. low, 5 = v. high; §1 = v. unimportant, 5 = v. important ; ¤ 1 = never, 5 = v. often;             
# F age grouped 1 = 20-24yrs, 2 = 25-29yrs to 65yrs. 
Data was checked for linearity, normality and multicollinearity prior to 
analysis and all assumptions were met. An examination of residuals indicated 
there were no influential points (Cooks distance, d<1), univariate (Standardised 
Residual z scores were between -3 and +3) or multivariate outliers (all 
Mahalanobis distances were less than the critical χ2 (12) = 32.909, p<.001). An 
examination of the residual scatterplots also provided evidence of normality, 
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linearity and homoscedasticity (i.e., residuals generally had a straight line 
relationship with the predicted dependent variable likelihood of staying).  
A Multiple Linear Regression analysis using the 12 individually 
significant variables with the dependent variable ‘likelihood of staying’ indicated 
that the model was significant F(125,12) = 8.67, p<.001 with the model 
explaining 40.2% of the variance (adjusted R2). Three variables were significant 
(p<.05): General Effect scale, Thought of Leaving (no or yes) and D1 Career 
scale. Satisfaction scale approximated significance (p=.05). The results suggested 
that a worker was more likely to stay if they rated working in Child Protection 
higher; if the general effects of the work on themselves and their family were 
lower, their career was rated as less important and they had not thought about 
leaving.  
Table 9.31 
Likelihood of Staying: Summary of Multiple Linear Regression 
Variable B Beta p 
A1 satisfaction†  .03  .19 .05 
A2 general effects‡ -.06 -.21 .02* 
A26 thoughts of leaving (yes= 0, no=1)  .66  .24 .00** 
B2 induction to CP†  .01  .07 .40 
B4 experience§ -.05 -.10 .16 
C relationship with management †  .02  .02 .84 
D1 career§ -.07 -.17 .04* 
D2 demands¤ -.03 -.08 .35 
D3 effects¤ -.00 -.00 .96 
D6 connection to area§ -.01 -.02 .80 
F service (0-5yrs service=0, 6 or more yrs service=1)  .30  .12 .13 
F position (supervisory=0, non supervisory=1) -.29 -.11 .13 
Note: Significant variables in bold:***p<.001, **p<.01, *p<.05, p=.05; †1 = poor, 5 = excellent, 
‡1 = v. low, 5 = v. high; §1 = v. unimportant, 5 = v. important ; ¤ 1 = never, 5 = v. often. 
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Summary of Regression Analyses 
The results indicated that different patterns of predictor variables were 
associated with the retention measures; intention to stay and likelihood of staying. 
That is, the odds of intending to stay were greatly impacted by just thinking about 
leaving and, in this study, the only variable that significantly influenced 
intentions. In addition to thinking about leaving, the data suggested a trend that a 
worker would have an intention to stay when workers rated the effectiveness of 
their induction process in helping them to start work in Child Protection higher. 
Alternately, the likelihood of staying was similarly influenced by thinking 
about leaving but also the general effects of working in Child Protection and the 
importance of a worker’s career. Level of satisfaction with working in Child 
Protection suggested a trend. That is, a worker was more likely to stay if the 
general effects on themselves and their family were lower, their career was not as 
important, they had not thought of leaving and their satisfaction was higher (note: 
satisfaction data suggested a trend).  
Earlier in this chapter, the correlations between the retention and turnover 
measures (Table 9.27) were investigated. This revealed that the measures were 
moderately associated and it is not surprising that the thoughts of leaving were 
significantly associated with intention to stay and likelihood of staying (see 
Tables 9.32, 9.33 respectively). The following tables, 9.32, 9.33 and 9.34, present 
the data as entered into the regression analyses (note: They are Tables 9.24, 9.25 
and 9.26 adjusted to reflect this change).  
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Table 9.32 
Thoughts of Leaving Compared with Intentions Regarding Present Job Position  
 Intentions regarding present job position 
Thoughts of leaving Intending to stay Other intentions Total  
No thought 44 (56.4%) 2 (2.8%)  46 (30.9%) 
Yes thought  34 (43.6%) 69 (97.2%) 103 (69.1%) 
Total 78 71  149* 
Note: *Number of participants who provided answered the items on the thoughts of leaving and 
their intentions regarding their current job position.  
 
Table 9.33 
Thoughts of Leaving Compared with Likelihood of Staying 
 Likelihood of staying 
Thoughts of 
leaving 
Very low Low Neither 
high or low 
High Very 
high 
Total  
No thought 0 (0%) 0 (0%) 1(4.3%) 20(34.5%) 26(59.1%) 47(29.4%) 
Yes thought 16(100%) 19(100%) 22(95.7%) 38(65.5%) 18(40.9%) 113(72.5%) 
Total 16 19 23 58 44 160* 
Note: *All participants provided their thoughts of leaving and the likelihood of staying in Child 
Protection in the next 12 months.   
 
It was also hypothesised that there would be different predictor variables 
associated with the intention to stay and likelihood of staying and this was 
supported. Table 9.34 indicates that intentions and likelihood are not the same 
measure. For example, 20 workers said they did ‘not’ have an intention to stay, 
they had ‘other’ intentions but their likelihood of staying was high.   
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Table 9.34 
Intentions Compared with Likelihood of Staying 
Intentions 
regarding 
current job 
position 
Likelihood of staying 
Very low Low Neither 
high/low 
High Very high Total  
Intending to stay 0(0%) 1(5.3%) 4(18.2%) 37(64.9%) 37(84.1%) 79(50%) 
Other intentions 16(100%) 18(94.7%) 18(81.8%) 20(35.1%) 7(15.9%) 79(50%) 
Total 16 19 22 57 44 158* 
Note: *Number of participants who provided the Intentions regarding current job position and the 
likelihood of staying in Child Protection the next 12 months.  
 
Qualitative Responses 
In addition to the quantitative data for the four variables associated with 
likelihood of staying there were qualitative data that supported the regression 
output. Most workers used the space provided to add a final comment (n=89) at 
the end of the survey and to a lesser extent workers wrote comments throughout 
the survey in the spaces provided. The final comments at the end of the survey 
covered most of the issues identified through previous interviews studies (see 
Chapter five & Chapter six) and included in the survey; issues such as huge 
workload, lack of support from management as well as other positive and negative 
aspects of working in Child Protection. A number of these comments provide 
more information regarding the four factors found to be associated with intention 
to stay and likelihood of staying. For example, two comments related to thinking 
about leaving were: ‘A lot of new staff have no intention of making CP [Child 
Protection] a long term position saying ‘I just want to stay 12 mths’’ and    
I would like to stay working in CP however the workload and lack of 
staff make me question whether or not I will be able to. I have burnt 
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out this year and staff availability makes it hard for me to ensure that 
this doesn’t happen again. 
Comments that reflected how some of the workers felt about Child Protection, 
both positive and negative, provide a qualitative indication of their level of 
satisfaction, comments such as; ‘I love my job but I dislike the pay, the caseload, 
the benefits and lack of recognition’, ‘I love working in Child Protection, however 
the attitude of supervisors would be the reason I leave. Together with unfairness 
of promotion’ or … ‘I used to enjoy going to work and relax when I got home.’ A 
number of comments were about the general effects of working in Child 
Protection due to the demands of the work:  
Even when we are fully staffed we are all overworked to the point of 
exhaustion and even when our supervisors tell us to take TIL [Time 
in Lieu] we come back to more work than before and it’s worst and 
more stressful. We need funding for more staff overall, there just 
simply isn’t enough of us and this is what wears us out coupled with 
a lack of appreciation/pay gives little incentive to continue the hours 
we do. 
Similarly another respondent wrote: 
I was called out after hours half an hour after arriving home from 
work at 6.30pm. I finished this job at 2.15am, my co-worker and I 
travelled 350kms to attend a call out and transport kids to a 
placement foster care for the children. At 8.45am I had to be at work 
to attend court on this matter. I finished at 2.20pm and returned 
home. All my other tasks, court etc still have to be attended to this 
week. I am exhausted!!!   
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Finally, an example of a comment regarding the importance of career was;  
DHS seem to increase work load and simultaneously cut EFT’s 
[Effective Full Time workers]. There are not enough CPW3 [Child 
Protection Worker level 3] positions available therefore no chance of 
promotion in my office. My salary is low and will remain low for a 
number of years, I will look for work elsewhere due to this. 
 
Discussion 
The purpose of this study was to develop an appropriate instrument that 
enabled the quantitative measurement of the variables in the proposed retention 
model and examine relationships among these variables. The findings indicated 
the two retention dependent measures included in this study measured overlapping 
but different constructs of retention that had unique different patterns of predictor 
variables that influenced them. The common independent variable was thinking 
about leaving (i.e., yes = 0 or no = 1). Thinking about leaving was associated with 
intention to stay (Unstandardised coefficient B = 3.46) and a trend towards B2 
Induction to Child Protection (Unstandardised coefficient B = .09) also being 
associated with intention to stay. Figure 9.1 presents the path diagram for 
likelihood of staying.  
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Figure 9.1: Path Diagram with Regression Coefficients for Likelihood of Staying; 
**p<.01, *p<.05, p=.05; « 1= yes, 2= no; ‡1 = v. low, 5 = v. high; †1 = poor, 5 
= excellent; §1 = v. unimportant, 5 = v. important; B = Beta standardised coefficient.  
 
It is interesting that general effects on workers and their families, which 
included effects related to client interaction, was associated with likelihood of 
staying (see Figure 9.1) but that the frequency of individual effects as a result of 
the job such as stress and burnout were not (i.e. D3 Effects scale). It appeared that 
the impact of working in Child Protection needed to affect the lives of the 
workers, in a wider sense both themselves as well as their families, before it 
influenced their choice to stay. In contrast, a recent US article which used exit 
interviews to determine why people left their job revealed that the effects of child 
welfare work in combination with working conditions impacted on the individual 
and resulted in a choice to leave (Gonzalez, Faller, Ortega & Tropman, 2009). The 
three main reasons for leaving were stated to be the job was too stressful, for 
health and mental problems and being emotionally burnt out. Perhaps the 
difference between the studies was the dependent variable, the exit interviews 
asked workers why they actually left compared with likelihood of leaving.  
Overall the workers rated different aspects of work life as ‘good’, that is, 
they were satisfied working in Child Protection (i.e., not ‘very good’ or 
‘excellent’ levels of satisfaction). As suggested in Chapter five (i.e., interviews 
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with current Child Protection workers) intent to stay and satisfaction were not 
linked. However, increased satisfaction was linked with an increased likelihood of 
staying even though the range of overall satisfaction scores for the workers in this 
study mainly fell in the good range. Other studies which have focused on child 
welfare workers have found that higher job satisfaction predicts actual staying 
(Faller, et al., 2010), length of time workers planned to stay (Auerbach, 
McGowan, LaPorte, 2007) and reduced intention to leave (Mor Barak, et al., 
2006).  
Four of the five aspects that the D1 Career scale looked at were, on 
average, reported as being important. They were: opportunities to advance your 
career within the organisation; personal plans; need to work for an income and 
plans for your longer term career. Overall these aspects of career needed to be less 
important to increase the likelihood of a worker staying (see Figure 9.1, r = -.07). 
Career satisfaction has been linked with an intention to stay (McGowen, Auerbach 
& Strolin-Goltzman, 2009) which indirectly supported the current finding that if a 
worker’s career was less important then a worker could potentially be more 
satisfied with their current situation within an organisation.  
Strengths and Limitations 
The results reported in this survey study may reflect limitations or issues 
with the methodology. The questionnaire constructed and used in this study to 
preliminary test the retention model was found to have reliable scales with 
Cronbach alpha’s of .68 to .93, with the exception of one scale, C4 Interaction 
with Clients. Concurrent validity between Spector’s JSS (1994) and the 
constructed questionnaire revealed a number of constructs that overlapped. So, 
while there were small issues with the questionnaire such as one unreliable scale 
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and the inappropriate use of a ‘non applicable’ response in section B1, the 
questionnaire was reliable, had face validity and showed concurrent validity with 
another scale (Spector, 1994). The main limitation of the study was not the scales 
per se or the questionnaire but the number of respondents. A total of 160 
questionnaires were returned, a response rate of 15.3%. Given the large number of 
variables that were included in the questionnaire it would have been ideal to have 
had a higher response rate to enable a more robust statistical analysis. Based on 
Tabachnick and Fidell (1996) ratio of cases to independent variable rule, a 
minimum of 266 questionnaires would have been required for this study but 
ideally higher numbers if possible. Also a portion of the retention model could not 
be tested due to the response rate. It was suggested, after the administration of the 
questionnaire, that the title of the questionnaire may have been problematic as it 
did not indicate that retention was the focus of the study and that this may have 
impacted the response rate of workers. So that workers who were interested in the 
retention and quickly looked at the title, may have decided not to participate. It is 
not known if the title was problematic or contributed to the low response rate. The 
qualitative data suggested an association between the constructs of relationships, 
effects of the job and the demands of the job, with relationships mediating the 
demands and effects of the job. A second potential limitation was the actual 
participants in the study and how representative they were of Child Protection 
workers.  They may have been a more disaffected group who had a lot to say 
given the opportunity but this is not known.  
Future Research  
The second aim of the study was to suggest future research. The results of 
the study have reduced the number of variables significantly associated with the 
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retention measures intention to stay and likelihood of staying. The quantitative 
results of this study and can be supported by the written comments provided at the 
end of survey. However further investigation is required to check whether for a 
worker in Child Protection in Australia the critical retention variables are the 
general effects on a worker’s life, rating of, or satisfaction, with aspects of work 
life, importance of career and if the worker has thought about leaving. If these 
factors are the critical retention variables, perhaps there is an order or sequence to 
the variables in the retention model. For example, general effects, satisfaction, and 
career may cause a worker to think about leaving which then leads to an intention 
and/or likelihood to stay (Figure 9.2). Perhaps all the variables together influence 
a worker’s intention and likelihood or there may be an interaction between 
variables (Chen & Scannapieco, 2010). In addition based on the result of this 
study the variable ‘thinking about leaving’ constructed in a linear scale to reflect 
‘frequency of thinking about leaving’ may be a useful variable to include in future 
investigations rather that if a worker had thought about leaving; yes or no. Future 
research into these issues would assist the development of a retention model for 
Child Protection workers in Australia and potentially for other workers in child 
welfare.   
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CHAPTER 10: CONCLUSIONS AND BEST PRACTICE 
RECOMMENDATIONS 
This thesis aimed to develop and test a model of retention and to 
determine best practice for the retention of Child Protection workers. The current 
chapter summarises the process that has occurred during this project, implications 
of the research, strengths and limitations of the research, suggestions for future 
research and best practice recommendations.  
 At the beginning of the project, time was spent observing and talking with 
Child Protection workers who were working in Child Protection at DHS in the 
BSW region, Victoria, Australia. An understanding of the type of work and the 
organisational context in which they perform this work was developed. The 
question was why people choose to stay or leave given this type of work and the 
organisational context. Two things stood out, the personality of the Child 
Protection workers and their mission, and the personality of the organisation and 
its mission. What was noted was that they were not always the same, namely the 
congruence between the Child Protection workers and the organisation was not 
always equivalent. Holland (1973, 1985) states that the congruence between 
personal interests or mission and the work place mission impacts worker 
satisfaction.  
In addition to developing an understanding of Child Protection workers 
and the organisation, a study by Hull and Read (2003) was identified that aimed to 
determine what are excellent organisations within the Australian cultural context. 
The fundamental outcome of this research by Hull and Read (2003) was 
excellence in Australian organisations was the result of relationships built on trust 
within the organisation. The assumption made by the author was that workers do 
not easily choose to leave an excellent work place and relationships built on trust 
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may be a key to understanding turnover. At the time of identifying Hull and 
Read’s research, a social organisational analysis of DHS and Child Protection was 
undertaken to look at the formal patterns of communication and relationships to 
supplement the informal analysis undertaken initially through observation and 
discussion. 
A perusal of the turnover literature since the early part of last century 
provided an understanding of the influential theories that have dominated the 
research or thinking at different times. These theories were presented and 
discussed in Chapter two. The universal concept that arose out of this analysis was 
that the relationship between the individual and the organisation impacted 
turnover. The relationship was described as an equilibrium by Barnard (1938). 
Over time elements of the relationship, such as expectations of the relationship 
and satisfaction, were included in the turnover research. The literature also 
seemed to be able to be roughly separated into two constructs, a practical 
component and an affect component. Issues such as obtaining another job or 
whether the worker can manage the demands of their caseload seemed to fall 
under the practical construct. The affect component seemed to include whether the 
person could leave and the missional aspect of the job.  
The Child Protection and turnover/retention literature search provided 
context specific research (Chapter three). While this research revealed a general 
lack of use of the turnover research it suggested factors that were linked with 
turnover such as (1) knowledge, skill and competencies of the workers, (2) 
organisational factors including change, (3) satisfaction, (4) working in the area of 
child welfare, demands and consequences and (5) mission. Retention was the sole 
focus in four articles (Curry et al., 2005; Dickinson & Perry, 1998; Ellett & 
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Millar, 2004; Smith, 2005). The only commonality between all four articles was 
the importance of the support provided by relationships with supervisors and co-
workers (i.e, affect component). Other factors mentioned by the three retention 
studies were caseload, and by two studies, the availability of other jobs (practical 
component). Since this review was undertaken there have been over 50 journal 
articles that have focused on Child Welfare or Child Protection workers and 
retention or turnover. Almost all of these articles were USA based, there were two 
Australian based articles (Healy, Meagher & Cullin, 2009; Russ, et al., 2009). The 
majority of the newer articles focused on retention and not turnover, and 
investigated factors that were associated with retention usually classified as 
individual, job/work or organisational factors (e.g., Auerbach, et al., 2010; 
Weaver, et al., 2007; Yankeelov, et al., 2009). Other areas of interest were 
educational training or preparation for child welfare work (e.g., Auerbach, et al., 
2007; Morazes, et al., 2010), supervision and co-workers (e.g., Jacquet, et al., 
2007; Renner, et al., 2009), organisational culture (e.g., Russ, et al., 2009; Shim, 
2010), organisational interventions (e.g., Potter, Comstock, Brittain & Hanna, 
2009; Strolin-Goltzman, 2010) as well as individual areas of interest such as the 
aging workforce (Cohen-Callow, Hopkins & Kim, 2009), there was a review 
(DePanfilis & Zlotnik, 2008) and an overview of the causes and effects of 
workforce turnover (Strolin, et al., 2007). The number of articles revealed an 
increased interest in people working in the area of child welfare as well as an 
attempt to ascertain how best to assist these workers and their organisations. The 
articles provided a deeper foundation of research upon which to build future 
research and in addition indicated that organisational interventions that addressed 
organisational specific issues (i.e., job/work and organisational factor(s)) could 
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bring about positive organisational climate change for workers and empower their 
choice to stay (Glisson, Dukes & Green, 2006; Strolin-Goltzman, 2010).  
Study one (Chapter five) sought to answer the question, what it was like to 
work in Child Protection? The obtained data revealed that there were background 
factors such as how connected a person was with the area in which they worked, 
level of preparedness as well as a number of recruitment factors such as job role-
person fit, organisational understanding, job role understanding, job entitlements 
and expectations. Once a person actually began working in Child Protection, 
relationships between the person and their team, supervisor and the organisation 
as well as job demands became increasingly important over time and were 
strongly linked with intention to stay and retention. Job demands were separated 
into emotional demands, volume of work, staff turnover itself, and accountability. 
Boundaries were thought to impact on both the relationships and job demands. 
Professional congruence was speculated to be part of the person-organisation 
relationship. A slightly different group of factors were stated by participants to 
only influence intention to leave and turnover they were: changes in 
organisational support; change in leadership; the effects of the job which were due 
to the demands of the job; and individual factors which were a person’s plans 
(career, personal), career opportunities and whether the person had a need to 
work.  
At this point Study one was extended to include Child Protection workers 
who had left Child Protection (Study two: Chapter six). It was thought that ex 
Child Protection workers may have different views of working in Child Protection 
and it could be determined why they left. A comparison of the current workers 
interviewed in Study one and the ex-workers study revealed that they had similar 
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characteristics for example they had worked in Child Protection for approximately 
1-10 years and had similar perceptions of working in Child Protection and the 
organisation. The main difference between the groups was the stated level of 
satisfaction, 70% of current workers saying they were satisfied while the ex-
workers generally said they were not satisfied or satisfaction varied (i.e., up and 
down). Ex-workers stated that once they had made up their mind to leave it was 
too late for most of them to change their mind and choose to stay. Ex-workers 
went on to reflect on their reasons for leaving. In summary, the most probable 
reasons for leaving were (1) high workloads due to the impact on the ex-worker 
and their family followed by (2) the incongruence between the worker and the 
organisation’s values and attitudes and (3) workers feeling they have nothing 
more to add to the job. A strong theme in these interviews was the relational 
connections between actual workers, and also between the workers and the 
organisation. It appeared that relationships helped workers to survive the demands 
of the job and that any factor that disrupted relationships such as turnover, both 
internal and external, detrimentally affected the workers.  
Two final studies were undertaken concurrently, (1) an interview study 
with Child Protection management to ascertain their perceptions of retention and 
turnover and (Study three: Chapter seven) (2) a survey study to test the model 
which was created from the qualitative data obtained through interviews (Study 
four: Chapter eight & Chapter nine). These studies were undertaken (December 
2008 - Early 2009) just after what has now become known as the ‘global financial 
crisis’. When the question was asked to management what impact could this 
financial crisis have had on retention, they were unsure. Indeed the results of the 
questionnaire also needed to be seen in the context of this situation particularly as 
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this may have affected people’s likelihood of leaving and/or intention to leave. 
Salary and benefits are strong incentives to stay (Strand, Spath & Bosco-
Ruggiero, 2010) independent of the characteristics of the organisation (Strolin-
Goltzman, 2008). Perhaps people were monitoring the situation, not wanting to 
leave secure employment and take the risk(s) that this may have involved? 
Perhaps there may have also been an apparent/actual lack of opportunities for 
other welfare based job positions?  
Management were interviewed to ascertain management perceptions on 
the issue of turnover and retention. While only two managers agreed to 
participate, they provided evidence that indicated they were well aware of 
turnover and retention issues. For these managers these issues constituted a 
primary area of focus and indeed for DHS. It was explained that at the time the 
managers were interviewed a State Wide Retention Coordinating Group had been 
formed to assist in strategic direction. In addition to a state wide approach, the 
regions were responsible for developing their own annual regional retention plan 
as they could individualise their own approaches to retention and turnover. An 
11% drop in turnover during 2008, from 36% to 25% in one region for entry level 
Child Protection staff was said by management to provide evidence that the 
approach undertaken by management in this region had improved retention of 
staff. Suggestions were provided by the managers to improve retention.  
Concurrently with the management interviews a staff questionnaire was 
constructed to test the information that had been revealed during the interviews 
with Child Protection staff (i.e., current and ex-workers) (Study four). One 
hundred and sixty Child Protection workers participated. The results indicated that 
not thinking about leaving improved the odds that a worker had the ‘intention to 
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stay’. There was also a trend, in that the odds were increased that a worker would 
have an intention to stay, if they rated the effectiveness of their induction process 
in helping them to start in Child Protection higher. However the ‘likelihood of 
staying’ was improved when a worker had not thought about leaving, there were 
lower general effects on themselves and their family, and their career was less 
important. There was also a trend that if a worker was more satisfied (Cahalane & 
Sites, 2008) they were more likely to stay.  
Implications of the Research 
The implications of the research led to the questions what have we learnt 
and what can realistically be done in a bureaucratic organisation to assist in the 
retention of Child Protection workers. Retention policies are general statements of 
approach that are formalised into a document. As mentioned by managers in 
Chapter seven, DHS has a strategic approach across the organisation in 
conjunction with regional plans which are implemented by the staff in the 
individual Child Protection offices. The approach undertaken by DHS reflected 
the organisational structure determined in Chapter four. Major policies and goals 
were determined by higher management and operationalised at the local level with 
decisions being made on a day-to-day basis.  
Retention policies are essential but employing people who have the 
intention to stay or likelihood of staying is also important (Jayaratne & Faller, 
2009). DHS is one of the large public service organisations that traditionally hire 
new graduates in social work and welfare studies. New graduates are provided the 
opportunity to get a job, be trained and gain experience. While it is important to 
Victoria to hire new graduates for the ongoing support of the welfare sector it 
inherently means that not all of these graduates are planning to stay. The 
 
244 
challenge for DHS is to retain those workers who are suited to working in Child 
Protection which is where the retention policy is important. In addition to hiring 
new graduates DHS regularly launches recruitment campaigns to hire new staff. It 
is important, if possible, to ascertain any potential worker’s intentions regarding 
Child Protection, particularly to determine the importance of a workers’ career 
and longer term career aspirations. Knowing these will assist DHS to realistically 
present the range of Child Protection career options and to enable a more 
informed choice to take a job as a Child Protection worker. Once the organisation 
has people who have the intention to stay the next step is to assist people 
individually to increase the likelihood they will stay.  
The research data reflected the two levels of analysis, data were collected 
from (1) individuals in a series of interviews and then at a (2) group level using 
the staff questionnaire. At the individual level, numerous issues were identified 
and suggested a very complex interaction of factors. Testing the factors, which 
formed the retention model (Figure 6.3), suggested that only five factors were 
‘common to the group’ that is to most people who work as Child Protection 
workers. The revised retention model presented in Figure 6.3, and the numerous 
factors identified from the Child Protection interviews, provide the range of 
variables that can/may combine to ‘individualise’ the choice to stay by a specific 
worker. For example, one worker’s choice to stay could be based on the fact that 
they feel supported by supervisors and or management so that this helps to 
overcome or buffer the demands and effects of the job, they do not think about 
leaving and are likely to stay (Morazes, et al., 2010). For another person it may be 
that they are connected to the area where they live, they need to work and there 
are limited employment opportunities and this influences the worker to stay. 
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However for most workers the independent variables found in the Logistic and the 
Multiple Linear regression output (i.e., not thinking about leaving, being more 
satisfied, lower general effects on themselves and their family, career not being as 
important as it would be for some workers and a higher rating of the effectiveness 
of their induction process in helping them to start work in Child Protection) 
combine with their individual or personal specific factors.  
Organisationally, the literature suggests that managers at all levels seemed 
to be the key to improving retention (Hopkins, Cohen-Callow, Kim & Hwang, 
2010). At an organisational level as well as at the individual worker level, 
managers play an important role in influencing the climate of an organisation and 
subsequently the retention of Child Protection workers and outcomes for children 
(Nunno, 2006). At a strategic level, broad policies need to be made regarding 
work practices that influence the group level or Child Protection level factors 
found in this study (e.g., lower general effects on individual and family). Indeed it 
has been suggested in Figure 9.2 that the group level factors may be the triggers 
for thoughts of leaving. For example a reduction in workload would lower general 
effects on workers and their families which may lead to not thinking about 
leaving.  
At the regional level however, workers become a group of individuals and 
as suggested by the author each individual can have a specific set of factors (see 
Figure 6.3 Revised Retention Model) which influence a choice to stay. There is 
need for people in management who understand retention and are involved at the 
worker level. To keep an individual in Child Protection it may be necessary for 
their manager, unit manager and team leaders to be in relationship with workers to 
understand and address how different factors may be combining to impact a 
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specific individual. One comment from the questionnaire suggests that this 
approach can work: 
I am a team leader who along with another team leader and two Unit 
managers have worked very hard to retain staff (when we have had 
any). This has resulted in a stable team for over two years. This has 
not been recognised by more senior management… 
One suggestion to improve management understanding and involvement at 
the worker level put forward by a Child Protection manager (Chapter seven) to 
assist in the retention of workers was management training and acting 
management opportunities. Another recent suggestion in the literature has been to 
provide organisational climates that are supportive and worker friendly which can 
be done with management involvement and to improve the resilience of workers 
through training (Russ, Lonne & Darlington, 2009).  
Organisational interventions are another tool that can be used by 
management to address strategic level issues as well as problem issues identified 
by management and workers in a specific area of the organisation. In the literature 
there are three examples of organisational interventions in Child Welfare 
organisations in the USA using a team based structure that has illustrated the role 
of management in change and the varying impact of the interventions on intention 
to leave/stay and the climate of the organisation. The first study assessed 
organisational needs to develop a strategic plan and design interventions around 
the needs identified. Intention to stay varied across the two years the intervention 
was tracked. It was stated that it was difficult to determine the impact of the 
intervention on turnover rates as they varied however that many workers indicated 
that changes to alternative work schedules and increased flexibility were the 
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reason people chose to stay or return to this division of the organisation (Potter, et 
al., 2009). A second intervention used an Availability Responsiveness and 
Continuity (ARC) organisational intervention strategy and was used to implement 
change based on five guiding principles. This team based intervention was stated 
as reducing turnover for those case management teams who participated in the 
intervention groups as well as improve elements of the climate of the organisation 
(Glisson, et al., 2006). The third intervention used design teams who worked 
together to identify and solve organisational issues that lead to turnover. The 
intervention successfully reduced an intention to leave through what the authors 
describe as professional resources that was described as increased access to skills 
and knowledge which included supervisors (Caringi, et al., 2008; Strolin-
Goltzman, et al., 2009; Strolin-Goltzman, 2010). These interventions indicated 
that organisational change in the child welfare sector to improve retention and 
positively influence the local climate in an organisation are possible with the buy 
in of management at all levels and of workers. They also suggested that there are 
unique influences or location specific factors that can influence retention which 
can be identified and addressed through team based interventions (Strolin-
Goltzman, Auerbach, McGowan & McCarthy, 2008). All these organisational 
based interventions and ideas rely on management who are interested and 
committed to their worker health and wellbeing as well as organisational outputs. 
The organisational interventions reported in the literature  suggest that a Child 
Protection team based intervention targeting the identified group level factors 
(i.e., from the current study; general effects, satisfaction, career) as well as the 
unique factors identified through the intervention at each location, with 
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management and worker support, would assist in developing a climate that 
encouraged retention. 
In Chapter one, the question of congruence between the organisation and 
management and the workers was discussed. That is, higher levels of congruence 
between a worker and the environment (i.e., DHS) have been linked to higher 
worker’s vocational satisfaction (Holland, 1973; 1985; Lokan & Taylor, 1986; 
Shears & Harvey-Beavis, 2001), and higher satisfaction has been linked to lower 
turnover (Mor Barak, et al., (2006). The qualitative interviews suggested the 
values of the organisation and the worker were not always perceived as congruent 
and were stated as a reason for a worker to leave. An organisational analysis 
confirmed that the social structure of DHS operated as a bureaucratic organisation 
(Chapter four). The worker’s perceptions of the congruence of values and the 
social structure of DHS suggested that the congruence between the climate of the 
organisation and the worker was not ideal. Given in general social workers work 
in the area of child welfare and that certain personality types are drawn to a 
profession (Holland, 1973, 1985) changing the culture or personality of the 
organisation over time to increase congruence would be a pragmatic solution. One 
way to change an organisational climate is to change the social structure of the 
organisation. For example, change the highly formalised (i.e., extent to which 
explicit rules, regulations, policies and procedures govern tasks) and the highly 
centralised (i.e., location of the decision-making processes, high = decisions are 
made higher up the hierarchy) dimensions of DHS to enable the professional 
social worker more flexibility and involvement in decision-making.  
Ricardo Semler’s concept of management which he calls participatory 
management provides many suggestions that could be adapted to Child Protection 
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(Semler, 1989), particularly in regards to the social dimensions of formalisation 
and centralisation. Semler’s suggestions are based on his experiences 
implementing organisational change in Semco, a private company of which he is a 
director. Semco’s values are democracy, information and profit sharing. These 
values and the resulting organisation has had huge reductions in overheads and 
costs due to employee participation. This style of management is based on 
common sense, assumes that most people are trustworthy and hands over power to 
the workers. Like Child Protection, people are said to perform best in teams. 
Some of the features of Semco are that staff are allowed to start and finish work 
when it best suits them, and they are included in all organisational decisions (i.e., 
participate). Salaries are determined by experience and not position so that some 
workers are paid more than managers and workers are allowed to ask for their 
salary level. Salary level is granted for one year however if in that time they do 
not perform, that is they are asking for an amount but not contributing that amount 
of work, they are asked to add extra tasks to their duties or reconsider their salary 
level. Anonymous feedback from every worker is requested twice a year on every 
manager and at this time workers are also asked to fill in a survey on the company 
credibility and top management competence which also includes the questions 
‘what would it take to make them quit?’ or ‘to go on strike?’ Perhaps for Child 
Protection the questions should also include ‘have you thought about leaving?’ 
and ‘what led you to think about leaving?’ Jobs are rotated every two to five years 
to reduce boredom. This type of approach assumes that workers care about the 
organisation and that respect, trust and common sense are the foundations of the 
culture. Such an approach would assist in increasing the congruence between 
workers, management and the organisation.  
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Given the professional nature of Child Protection workers and their desire 
to care for children and their families, many improvements are possible with a 
participatory style of management and would assist communication between staff 
and management. In addition, this style of management would assist in retaining 
workers as this approach allows managers to gain insight into the factors that may 
need to be addressed for an individual(s) to increase their likelihood of staying. 
Relationships built on trust, which was one of the features of an excellent 
organisation (Hull & Read, 2003), would increase and result in helping people to 
choose to stay.  
One of the most consistent themes throughout the project, that is via the 
observations of the author and conversations with staff, interviews, and 
questionnaire comments, was that the workers considered workload to be ‘huge’ 
and that even when offices are fully staffed, case complexity and client need mean 
that caseloads are an issue. Caseloads and their resultant demands may increase 
the general effects on workers and their families, trigger thoughts of leaving and 
reduce the likelihood of staying. Perhaps a review of case loads could be 
undertaken adjusting for the increasing complexity of clients and their families 
(Yamatani, Engel & Spjeldnes, 2009). It was suggested in the Child Protection 
interviews that there was a need to increase funding to Child Protection to 
produce an actual increase in Child Protection workers able to undertake the work 
with clients and their families. A comment provided by one worker on the 
questionnaire which described a saying in Child Protection was:  
…There is a saying in CP [Child Protection]. Youth Justice has 
money because they cause a public nuisance, disability has more 
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money (for positions or whatever) because they are visible. Children 
have no voice no vote they are nothing.  
 
In summary, the findings of this research suggests to improve retention 
rates that DHS should ascertain the intention of potential Child Protection workers 
regarding career aspirations during recruitment and at annual reviews. To 
investigate how managers at all levels may assist at the local level for individual 
Child Protection workers to stay and address their specific factors or issues. Also 
training managers, if appropriate, in identifying and working with individuals and 
teams to improve relations and understanding of factors that trigger thoughts of 
leaving would assist in retention. Perhaps looking at participatory style of 
management like developed at Semco (Semler, 1989) to change organisational 
climate to increase congruence between DHS and Child Protection workers. At a 
governmental level increasing funding to this sector to specifically increase the 
number of Child Protection workers to reduce the number of caseloads per worker 
and therefore the effects on the workers and their family would also assist. 
Strengths and Limitations of the Research,  
This project involved three qualitative studies and a quantitative study. 
There were three interview studies and the staff questionnaire. Two of the three 
interview studies were carried out in one region of DHS. In essence the PhD 
started as a case study which limited external validity of the research. This 
limitation was partially overcome by the application of the data found in one 
region to all regions across the state in the form of the staff survey. The written 
comments by questionnaire participants also provided support of the data found in 
the initial case study. A recent research study has also found that general core 
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findings may be consistent between locations across an organisation (Ellett, Ellis, 
Westbrook & Dews, 2007). However there may also be regional differences based 
on local environmental factors but this is not known (Fulcher & Smith, 2010). The 
management interview study was also a DHS state wide invitation.  
Overall the limitation which potentially impacted the interview and survey 
studies was the number of participants. The interviews reflected only the opinions 
of those persons interviewed, but as this data were being used to construct a 
retention model which was to be preliminarily tested using a questionnaire, it was 
not considered detrimental to the study’s outcome. The survey study however 
would have benefited with a hundred more participants to provide a better case to 
variable ratio and more robust regression(s). The questionnaire also had two 
design faults; not putting in the numbers for the scale in part A Item 20 and 
including the ‘not applicable’ option in section B1 reasons for Child Protection 
scale.  
Another limitation of this study was the use of cross sectional data. As 
with any cross sectional data no causal relationship between the variables was 
able to be concluded and, in this case, also if an intention to stay or likelihood of 
staying are actually predictive of the behaviour of staying (Weaver, et al., 2007). 
Longitudinal research would be required to determine any causality in relation to 
a Child Protection worker choosing to stay or choosing to leave.  
The strength of the study was that it developed from the information 
provided by the Child Protection workers. This inductive research method was 
considered important to try to determine any context specific factors impacting on 
the retention of workers. A retention model specific to Child Protection was 
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developed. The retention model was tested using the Child Protection staff 
questionnaire. The results provided direction for future research.   
Future research 
The results indicated that there may be individual specific as well as 
common overall factors that influenced a person’s choice to stay. Further 
investigation into the ‘level of analysis’ or general organisational specific factors 
and individual specific factors would assist in the refinement of an organisational 
retention strategy. To determine factors, a study focused on asking long term 
Child Protection workers of direct family service could provide information about 
the individual and organisational factors that influenced the decision to stay 
(Westbrook, Ellis & Ellett, 2006). In addition, a longitudinal study to ascertain if 
workers’ likelihood of staying and intentions predicted actual staying would be 
informative. Through such a longitudinal study, periodically measuring the 
frequency of leaving thoughts and the reasons for the worker’s frequency of 
thought would provide valuable insight.   
Relationships between Child Protection staff, their establishment and 
quality, could be a key to retention. An intervention introducing new ways of 
interacting between management and workers based on changing dimensions of 
social structure such as a redistribution of power (i.e., decision-making) is 
suggested. An intervention designed to change the social structure of Child 
Protection would introduce new ways of relating and could be trialled in one of 
the larger offices in one of the DHS regions. Included in this intervention there 
would need to be measures of relationship, trust, commitment and satisfaction to 
provide information as the process was undertaken.  
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More data is needed to test the factors found in the thesis to be associated 
with intention to stay and likelihood of staying and used in the proposed retention 
model for Child Protection (Figure 9.2). To ascertain if the data is replicable and 
whether it can be generalised to other workers in welfare based occupations in 
both public and private sector organisations. A revised version of the staff 
questionnaire could be used to this end.   
Best Practice Recommendations for Child Protection 
Defining a practice as the ‘best’ implies that it is a practice that when 
compared to other practices results in, or is associated with, at least one highly 
desirable outcome. Inherently, this implies that an evaluation has been undertaken 
to rate the practice as bad, good or best in its impact on business outcomes. Given 
this situation, best practices have three important characteristics. They are 
associated with (1) a comparative process, (2) an action and (3) there is a link 
between the action and outcomes such as business operations or an organisational 
goal (Bretschneider, Marc-Aurele Jr & Wu, 2005). In a pure, scientific sense, the 
‘action’ or independent variable (IV) results in an ‘outcome or goal’ which is a 
dependent variable (DV). When a best practice is considered in this light, normal 
scientific conditions apply, for example, reliability, validity and generalisability of 
the data. Also, the relationship between the IV and DV needs to be considered: Is 
there a correlational relationship or is it a cause and effect situation? Usually there 
are two approaches for determining best practice, the first is expert judgement and 
the second is by statistical methods (Bretschneider, Marc-Aurele Jr & Wu, 2005).  
This project aimed to identify best practice using information (i.e., expert 
judgement) from interviews with Child Protection workers, both workers who 
were employed in Child Protection at the time they were interviewed and those 
 
255 
who had left (Chapter five & Chapter six). In addition, it addressed the approach, 
or plans and structures put in place to assist retention by Child Protection 
management, how they were deployed, the results or outcomes, and what had 
been learnt during this process, to determine best practice (Chapter seven).  
The following Best Practice recommendations are provided. These 
recommendations focus on suggestions for the recruitment phase of workers as 
well as the factors of the Proposed Modified Retention Model for Child Protection 
(Figure 9.2). Recommendations for the recruitment phase were included due the 
importance of communication and clarity of job role and the organisation prior to 
employment indicated by Child Protection workers (Study one: Chapter Five and 
Study two; Chapter Six). Recommendations aim to address both the specific 
individual factors as well as the common group factors by encouraging 
communication and feedback between workers and management. Evaluation of 
the Best Practice recommendations listed below would be required to determine if 
the outcome(s) of the actions suggested, resulted in a decrease in the frequency of 
thoughts about leaving and an increased intention and likelihood of Child 
Protection workers staying.     
Recruitment Phase 
• Determine gaps in the knowledge of the potential worker about DHS as an 
organisation and the nature of the job, with the view of filling these gaps and 
providing a realistic picture of working in Child Protection perhaps via a 
DVD format.  
• Determine and document the expectations of the potential Child Protection 
worker, and provide the organisation’s expectations in both a verbal and 
written form. Discuss these expectations with applicants. 
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• Be explicit about the competencies the job requires, both general and job 
specific requirements. For example, a team leader is required to ‘lead others’ 
(i.e., a key selection criterion) by ‘managing workers’, ‘developing others’ 
and ‘holding people accountable’.  
• Be upfront about the demands of the job. Discuss how the organisation will 
assist workers to manage these demands and make sure that this assistance is 
provided. Discuss the potential Child Protection worker’s approach to 
demands and the strategies they might employ to cope with demands. A 
behavioural interview question might be one way to discuss this issue. 
• If possible, employ people with prior experience in the area of family welfare 
or Child Protection. 
• Ascertain, if possible, potential Child Protection workers’ intentions regarding 
their career with the view of determining person-job fit.  
Whilst Working in Child Protection 
• Continue to review ‘Induction to Child Protection’ process using feedback. 
• Continually monitor the demands on workers, such as the emotional demands, 
volume of work, turnover and level of accountability demands. Be innovative 
in solutions to these demands, such as partnering people. For example, 
allocating a complex case to two workers would enable a sharing of demands.  
• Build a supportive culture where it is safe to express negative emotions and 
vulnerability. Perhaps look at building resilience of workers through training 
within this supportive culture.  
• Ensure the management team focuses and cares for its workers by appointing 
team leaders, unit managers and managers who will care for and nurture 
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others. This will require selection of people with emotional and caring 
competencies.  
• Determine at least annually a worker’s Frequency of thoughts about leaving, 
likelihood of staying and intention to stay. Discuss information with worker 
and use to address issues, if any.   
• Ensure that Child Protection workers know how to develop, set and maintain 
boundaries through formal training and via supervision.  
• Provide training opportunities for those who are new to the profession and 
updates for experienced workers. Perhaps set up a mentoring program which 
is independent to supervision.  
• Provide external networking opportunities such as assisting the formation of 
peer consultation groups or a management mentoring program for Child 
Protection staff in management who want to discuss career and professional 
issues in a confidential environment.  
• Ask workers to be involved in decision-making to allow the individual 
diversity of different workers to provide innovative solutions to issues 
requiring attention. Consider participatory management as an alternative 
management style.  
• Enable workers to confidentially provide feedback on all levels of 
management, back to management. Management to act on the feedback.  
• Clearly articulate to the workers that while DHS is a political and public 
organisation that is concerned with public and budgetary constraints, its 
highest priority is the health and wellbeing of it workers. Ensure the 
behaviour of the management is consistent with this statement.  
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• Ensure that career pathways and opportunities, as well as retirement planning, 
are discussed at workers’ annual job review.  
 
Conclusion 
The goal of child welfare agencies is to create a professional 
organisational environment with management whose actions reveal a leadership 
who cares for and offers support (i.e., both emotional and technical) to their staff, 
and that has a professional career path for Child Protection workers which 
recognises the staff with appropriate salary and benefits (Ellet, 2009; Healy, 
Meagher & Cullin, 2007; Tham & Meagher, 2009; William, Nichols, Kirk & 
Wilson, 2011). From the clients’ perspective, youth asked about the selection and 
turnover of their caseworkers said the organisation needed to select ‘better’ people 
who treat them (i.e., client) with respect and were committed to youth. (Strolin-
Goltzman, Kollar & Trinkle, 2010). Organisations such as DHS have displayed an 
ongoing desire to work on the issues of retention and the work place environment. 
For example, on July 7th 2011 just prior to the completion of this thesis, a media 
release from the premier’s office announced a new operating model for Child 
Protection; ‘Protecting Children, Changing lives: Supporting the Child Protection 
Workforce’ (Wooldridge, Office of the Premier, 2011). The release outlined 
planned workplace changes in response to the stated current 25% turnover rates 
by; hiring 47 more workers across the state, greater support and supervision for 
new workers and the establishment of a career path that would encourage workers 
to remain in direct family care. These changes are planned to come into place next 
year (2012) once negotiations via the Victorian Public Service (VPS) enterprise 
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agreement have been finalised. How these changes will affect retention of Child 
Protection workers is unknown.  
In conclusion, this project aimed to develop and test a model of retention 
and to identify best practice recommendations. It has fulfilled these aims but has, 
in the process, illustrated the complex nature of people; the complexity of a Child 
Protection worker choosing to stay in a work situation. While there seemed to be 
general factors which apply to a group of Child Protection workers, people are 
individuals and this needs to be taken into account when addressing the need to 
retain staff. Management need to understand the group level or general factors that 
influence the retention of Child Protection workers and, through relationship with 
workers, identify and address if possible individual or worker specific retention 
factors. Further work which addresses how or whether the outcomes of this 
research are applicable to others in other organisational structures needs to be 
undertaken.  
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Framework Factors affecting Decision to Leave/Stay 
Bednar 
(2003) 
  
USA         
Literature search 
strategy not 
provided. Reference 
List (n=20) dated 
from 1989 to 2000    
Review Not Applicable Not Applicable 
Child welfare workers stay if they have a sense of personal and 
professional mission, well matched to work positions or 
flexibility to move to other positions of interest, and who have 
a supportive collaborative relationship with their supervisor. 
Bennett, Plint & 
Clifford  
(2005)  
      
Canada 
Multidisciplinary 
hospital based child 
and youth protection 
professionals      
Overall n=139        
(78% response rate)   
[Current staff n=126 
(76% response rate)   
Former staff n=13 
(93% response 
rate)] 
Quantitative: 
Cross-
sectional  
Self-administered 
questionnaire 
(Maslach Burnout 
Inventory; General 
Health Questionnaire; 
Consultants Mental 
Health Questionnaire; 
demographics; 
consideration of 
alternate work 
situation frequency).  
Examines 
mental health 
issues and job 
satisfaction  
Of the former workers, 39% indicated that job stress and 
perceived burnout were important factors in their decision to 
leave, and an increase of staff to reduce workload would have 
influenced the decision to stay. Of the current workers 
approximately 1/3 were burnt out and 2/3 had considered 
alternative work situations.  
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Authors/Country Sample Study Design Instruments 
Theoretical 
Framework Factors affecting Decision to Leave/Stay 
Birmingham & 
Berry  
(1996) 
                   
USA (Texas) 
Child Protection 
Supervisors (n=216) 
Quantitative 
& 
Qualitative: 
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of a 
certification 
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Child 
Protection 
supervisors 
Expert subcommittee 
(practitioners, 
university social work 
trainers affiliated with 
Child Protection and 
the Training Institute), 
survey and 
documentation of 
initial implementation 
Competency 
and skill based  
Argues that certification process will assist in the re-
professionalisation of child welfare. The basic assumption is 
that specialised skills and competencies in child welfare will 
reduce turnover and increase the effectiveness of service 
delivery. Outline of supervisor competencies and skills 
provided. 
Bunston 
 (1997) 
  
Australia (Victoria) 
Child Protection: 
Adolescent 
Protection Team 
(Note: team size not 
provided, usually   
6-8people/Child 
Protection team) 
Qualitative: 
Case Study Not Applicable 
Therapeutic 
Reflection 
Argues, that dealing with emotional toll of protective work by 
recognising and reflecting on what issues and emotions belong 
to the worker, and those that belong to the client and projected 
onto the worker, may reduce the ‘burden of despair’ that leads 
workers to take actions such as leaving the organisation (i.e., 
DHS).  
Curry, 
McCarragher & 
Dellman-Jenkins 
(2005) 
                   
USA 
Child Protective 
Services 
caseworkers         
n=416              
(response rates 
varied at each 
phase)  84% female   
16% male 
Quantitative: 
Longitudinal 
(7+ yrs) 
Transfer Potential 
Questionnaire (TPQ) 
(Curry, 1996) ;         
The Human Services 
Training Effectiveness 
Postcard (HSTEP) 
Survey;           
Employment Status  
Investigation of 
transfer of 
learning (TOL) 
factors 
(including 
overall support 
for TOL) 
relationship to 
retention  
In general, overall support for transfer, demographic variables 
of experience, age, gender as well as transfer support factors of 
supervisory support, co-worker support, application planning 
and caseload size were positively associated with retention, 
while education had a negative association. The pattern of 
association differed with high and low levels of experience of 
workers.  
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Authors/Country Sample Study Design Instruments 
Theoretical 
Framework Factors affecting Decision to Leave/Stay 
Dickinson & Perry 
(2002) 
 
USA (California) 
Public Child 
Welfare: CalSWEC 
specialised program 
graduates (n=235)     
(64% response rate) 
n=92 planning to 
leave or had left      
n=143 currently 
employed & 
reported intending 
to stay.  
Quantitative 
& 
Qualitative: 
Longitudinal; 
Survey of 
graduates 
who had 
completed 
their stipend 
contractual 
obligations 
Mailed survey: (1) 
questions related to 
work experiences, job 
roles & 
responsibilities, 
caseload size & 
demands, supervisory 
experience, social 
supports, likelihood of 
leaving & reasons to 
leave (2) perceptions 
of work conditions & 
Maslach Burnout 
Inventory (3) 
demographics plus 
participant's views on 
quality/efficacy of 
work in child welfare 
Impact of 
Specialised 
Child Welfare 
training on 
retention in 
Public Child 
Welfare 
Graduates who left or planned to do so (leavers), were paid 
significantly lower salaries (p=.001) and had lower caseloads 
(p=.027) but spent similar time on admin and other tasks to 
those who planned to stay (stayers) except were more likely to 
be involved in court work. Levels of non-work supports were 
the same between the groups, however support from peers/co-
workers as well as from supervisors was significantly less for 
leavers. Supervisors were evaluated as being significantly more 
competent in their job (p=.002), more concerned with workers 
welfare (p<.001), more likely to help respondents (p=.001) and 
more warm and friendly (p=.001) by stayers. Stayers also had 
significantly higher job satisfaction in relation to aspects of the 
supervisors, opportunities & recognition, as well as reported 
greater levels of influence in their job. No significant 
differences in demographics. The four most stated reasons for 
leaving were feeling burntout or stressed, dissatisfaction with 
current job/work environment, change in career goals, and 
availability of other jobs.   
Drake & Yadama 
(1996) 
                   
USA 
Child Protective 
Services Workers 
n=177              
(77% response rate)   
81%  Female         
M age=38years 
Quantitative 
& 
Qualitative: 
Cross-
sectional 
Self-administered 
Questionnaire: 
(Maslach Burnout 
Inventory, Intention to 
leave)  and Job Exit 
data  
Developed a 
Model of 
Burnout and Job 
Exit 
Model was supported. Emotional Exhaustion was related to Job 
Exit and Depersonalisation. While Personal Accomplishment 
had a direct effect on Emotional Exhaustion and 
Depersonalisation 
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Theoretical 
Framework Factors affecting Decision to Leave/Stay 
Ellett & Millar 
(2004) 
                  
USA 
Child Welfare Staff 
n=941              
(44% response rate)   
83% Female         
30yrs or less = 17%   
31-40yrs = 25%      
40+yrs = 58% 
Quantitative: 
Cross-
sectional  
Self-Administered 
Questionnaire: (Intent 
to Remain Employed-
Child Welfare; Prof. 
Organizational Culture 
Questionnaire-Social 
Work) 
none tested 
Elements of Professional Organisational Culture were related 
to Intention to Remain. These elements were adequate admin 
support, professional sharing and support between colleagues, 
and a culture with a clear vision, professionalism and 
commitment. These elements were part of an organisation's 
retention power and were stated as being particularly important 
to new staff. 
Ezell, Casey, 
Pecora, Grossman, 
Friend, Vernon & 
Godfrey  
(2002) 
 
USA 
Community Social 
Welfare Agency 
Staff               
n=311              
(60% response rate) 
Quantitative 
& 
Qualitative: 
Longitudinal 
(4yrs) 
Self-Administered 
Questionnaire (Quality 
of Work performed by 
social welfare 
organizations);     
Qualitative Data; 
Annual Turnover Rate 
none tested 
Generally low turnover rates were increased by more than 50% 
the year the organisational change process was largely 
implemented and completed. This was explained as the result 
of the upheaval that occurs during the change transition phase 
and the disruption to relationships, communication and 
supervisory patterns. The higher turnover rate was also stated 
as perhaps being an acceptable cost of organisational change.  
Fox, Miller & 
Barbee  
(2003)  
 
USA 
Undergraduate 
Bachelor of Social 
Work Students at 
six Universities       
n=27 
Quantitative 
& 
Qualitative: 
Evaluation of 
a Specialised 
Pilot 
Training 
Program 
(1) Comparison of pre 
and post-test scores of 
training program 
graduates with other 
new public employees   
(2) Structured 
Interviews with 
graduates and 
supervisors six months 
after commencing 
employment 
In-depth 
preparation of 
undergraduate 
social work 
students for 
Public Child 
Welfare 
employment  
Program graduates scored significantly higher on both pre and 
post tests than other new employees indicating that 
concentration of child welfare specialisation (theory and 
practice) resulted in stronger transfer of learning. Structured 
interviews revealed supervisor ratings of program graduates as 
very high, with a better ability to handle more complex cases 
earlier than other new employees. The impact of specialised 
preparation on retention of employees is being evaluated. Early 
indications from the graduates were that the training prepared 
them for the overwhelming demands of the job. 
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Theoretical 
Framework Factors affecting Decision to Leave/Stay 
Freund  
(2005) 
                   
Israel  
Welfare Workers 
n=202              
(62% response rate) 
34% Female         
M age = 44yrs  
Quantitative: 
Cross-
sectional  
Job Involvement; 
Organizational 
Commitment; Career 
Commitment; Job 
Satisfaction; Turnover 
Intentions 
Developed a 
Model of 
Turnover with 
job satisfaction 
as a mediator 
between 
commitment 
and turnover 
intention 
Continuance and affective commitment affect job satisfaction.     
Career commitment and job satisfaction significantly influence 
withdrawal intentions and thinking of quitting the organisation. 
Gansle & Ellett 
(2002) 
  
USA (Louisiana) 
Bachelor and 
Masters of Social 
Work Students.,      
includes stipend 
students (n=138) & 
non-stipend 
classmates (n=556) 
Quantitative: 
quasi-
experimental 
design 
(1) Louisiana 
Examination of Child 
Welfare (LECWI) 
administered pre & 
post Child Welfare 
training               
(2) Retention rate  
Impact of 
Specialised 
Child Welfare 
training on 
retention in 
Public Child 
Welfare 
Child Welfare knowledge significantly improved for all BSW 
& MSW students. BSW students made the greatest 
improvement, if initial scores were controlled. Knowledge, 
competency and skills training provided during Child Welfare 
training (i.e., public child welfare internship & supervision, 
child welfare curriculum)  did not impact rate of knowledge 
improvement, however stipend student's pre and post training 
test scores were higher than non-stipend. Retention of those 
employed with Office of Community Services varied. 84% of 
BSW students employed over the last six years were still 
employed in 2000, a rate considered excellent by the 
organisation. MSW rate of 55% not as good, MSW graduates 
expressed concern at lack of credentialed supervisors and 
support, low pay and a bureaucracy that is professionally 
stifling. 
Gibbs 
 (2001a) 
   
Australia (Victoria) 
Child Protection 
Workers (rural)       
n=22 
Qualitative: 
Cross-
sectional 
Interviews none tested 
A strategy of refocusing supervision, to include more than a 
focus on the task(s), was suggested to reduce turnover of staff. 
Supervision model should include in addition to discussion of 
the task, the value of workers to the families/children they help, 
the impact of emotions and thoughts on action and perceptions, 
and use of adult learning theories to promote more effective 
learning.  
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Theoretical 
Framework Factors affecting Decision to Leave/Stay 
Gibbs  
(2001b) 
    
Australia (Victoria) 
Child Protection 
Workers (rural)       
n=22 
Qualitative: 
Cross-
sectional 
Semi-structured 
Interviews none tested 
Many workers felt poorly prepared for the job role. Educational 
work placements and prior experience provided some 
resilience to the anxieties inherent in the job. Typically workers 
fell into Child Protection or thought that it would be a good 
career stepping stone.  Culture of the organisation seemed not 
to value social work trained staff. 
Graef & Hill  
(2000) 
   
USA 
Child Protection 
Services Staff Analytical  
Process to determine 
cost of staff turnover none tested 
Data collected to cost turnover should be used to develop 
interventions and strategies for Human Resources; recruitment 
strategies should improve person-job fit by providing for 
example, realistic expectations for potential staff (eg. ‘realistic 
job preview’ video), using personnel selection measures (eg. 
job sample tests, personality measures). 
Hodgkin  
(2002)  
                   
Australia (Victoria) 
Child Protection 
Managers & 
Supervisors (rural) 
n=30+   
Corresponds to over 
80% representation 
of all management 
& supervisory 
positions in the rural 
areas investigated. 
Qualitative: 
Cross-
sectional 
Focus groups (n=3) none tested 
Recruitment, retention and turnover was recognised as a 
complex problem. Management and supervisors viewed the 
problem from three main perspectives; management problems 
(bureaucracy & entrenched culture); education, competencies, 
suitability of workers; and the image of the Child Protection 
Program.  
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Theoretical 
Framework Factors affecting Decision to Leave/Stay 
Houston & Knox 
(2004)  
                   
UK 
Context: Child and 
family social work Synthesis 
 Discursive 
consciousness 
(Giddens)             
Moral discourse 
(Habermas)   
Empowering theatre 
(Boal)                
Action research cycle 
(Lewin) 
Synthesis of 
theoretical, 
philosophical 
and 
methodological 
ideas 
An exploration of ideas for a different approach to staff 
retention strategies. Agreement and commitment is obtained 
from all those affected by the outcomes of the process. A 
facilitator assists workshop communication. Workshop focuses 
on actual culture, what would be an ideal culture to attract and 
retain staff and how this transition might be achieved. 
Practitioner and management discuss independently and then 
each group presents their ideas visually without sound. 
Dialogue follows until consensus is reached about the way 
forward. Process of change is evaluated in a cyclical manner. 
Jones  
(2002)  
                   
USA (California) 
Public Child 
Welfare workers      
n=266              
(Hired between 
1994 & 1995, 
included both 
specially IV-E Child 
Welfare trained & 
non-trained 
workers)  
Quantitative: 
Longitudinal 
(approx 
4.5yrs) 
Retrospective case 
record review of 
employees’ personnel 
records 
Impact of 
Specialised 
Child Welfare 
training on 
retention in 
Public Child 
Welfare 
Trained workers tended to stay longer than non-trained 
(p<.057). Only bilingual status (Spanish) significantly 
predicted employment (p<.007). Being rehired (p<.0001) and 
having a MSW (p<.024) were the only variables that 
significantly predicted number of days employed.  
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Theoretical 
Framework Factors affecting Decision to Leave/Stay 
Jones & Okamura 
(2000)  
 
USA 
Public Child 
Welfare Workers     
Part A: Non-IVE 
Trained n=227, IVE 
Trained n=39        
Part B: Non-IVE 
Trained n=130, IVE 
Trained n=26        
IVE-Grads M 
age=32yrs Non-IVE 
M age= 36yrs 
Quantitative: 
Quasi-
Experimental 
Longitudinal 
(3yrs) 
Self-administered 
Questionnaire; 
Occupational 
Knowledge Test; 
Rated own 
performance           
Follow-up phone 
Interviews;  Job 
Satisfaction Scale; Job 
Stress Scale           
Employment Status 
Specific child 
welfare 
competency-
based training 
will lead to a 
more competent 
practioner than 
a worker 
without that 
training 
Almost 90% of IVE workers remained longer than other 
workers M=637yrs (p<.03). Satisfaction with the job predicted 
job tenure (p<.0001), more specifically than lower levels of 
satisfaction with the amount of responsibility (p<.001) and 
lower levels of satisfaction with salary (p<.01) were associated 
with briefer tenures.  The knowledge test scores, 
rating/competency, age, stress of home visits, satisfaction with 
co-workers and the number of children assigned did not predict 
tenure.  
Kleinpeter, Pasztor 
& Telles-Rogers 
(2003) 
 
USA 
Child Welfare 
Supervisors       
n=130              
(34% response rate) 
63% Female 
Quantitative: 
Cross-
sectional 
Self-administered 
Questionnaire none tested 
Supervisors indicated that stress management, conflict 
management and policy training would most likely impact 
worker retention (Top three) with 52.3% saying that overall 
training had a positive impact on retention. Realistic caseload, 
quality supervision and competitive salary were the top three 
non-training factors. Qualitative factors were quality 
supervisors and administrators, caseload/workload size, and 
recognition and support. 
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Theoretical 
Framework Factors affecting Decision to Leave/Stay 
Lonne & Cheers 
(2004)  
 
Australia  
Social Workers 
(rural) employed in 
a Human Services 
position  
 n=194              
(95+% response 
rate) 76% Female     
M age=34% 
Quantitative: 
Longitudinal 
(2yrs) 
Self-administered 
Questionnaire to 
recently employed 
workers (time=0) and 
another questionnaire 
2 years later or when 
the worker left the 
position, whichever 
came first.  
none tested 
Premature departure was associated more highly with employer 
and positional factors such as permanent tenure, working for a 
NGO, being a specialist caseworker, employed in larger 
communities, aged 30+ yrs, higher community involvement, 
who do not change their social activities and not as interested 
by the rural life. Retention was mainly enhanced by personal 
and community variables such as moderate involvement with 
the community and a smaller number of friends which limited 
visibility and demands, higher levels of relative wellbeing, 
aged between 20-29 yrs, more experience, who received 
employee supports such as supervision, salary and incentives, 
preparation briefings before commencement.  
Mor Barak, Levin, 
Nissly & Lane. 
(2006) 
 
USA 
Public Child 
Welfare Workers 
(Urban) 
n=418 (Quant) 
 (80% response rate) 
77% Female 
n=33 (Qual) 
Quantitative 
& 
Qualitative; 
Cross-
sectional  
(1) Self-administered 
Questionnaire 
(fairness, inclusion-
exclusion, social 
support, organisational 
stress, well-being, 
organisational 
commitment, job 
satisfaction, intention 
to leave). 
(2) Interview  
Tested the 
relationship 
between 
diversity 
characteristics, 
organisational 
climate and 
personal 
outcome 
variables on 
intention to 
leave. 
The strongest direct quantitative predictors of intention to leave 
were lack of job satisfaction, low organisational commitment, 
being younger, high stress and exclusion from organisational 
decision-making processes (41% variance explained). 
Qualitative data supported the quantitative data, with the stress 
of too much work and not enough time, job dissatisfaction 
related to not enough direct client contact and too much 
administrative paper work, being younger with less to lose in 
the form of benefits, low organisational commitment but 
committed to child welfare all being connected with an 
intention to leave.  The most important and single reason for 
workers staying was suggested to be related to their devotion to 
children and families that they serve, while good supervision, 
benefits and flexibility were noted as also being other reasons.  
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Theoretical 
Framework Factors affecting Decision to Leave/Stay 
Mor Barak, Nissly 
& Levin  
(2001) 
 
USA 
Literature search 
strategy provided. 
Articles dated from 
1980 to 2000 (n=25)   
Review 
Inclusion Criteria: (1) 
examined antecedents 
to turnover/intention 
to leave (2) population 
- child welfare 
workers, social 
workers or other 
employees in human 
services agencies (3) 
correlation/multiple 
regression results 
Meta-analysis  
The strongest predictors of intention to quit and turnover were 
mainly organisational based factors which indicated that there 
are options available to address turnover by management. 
Factors were burnout, work stress, job dissatisfaction, 
decreased professional and organisational commitment, 
availability of employment alternatives and lack of social 
support. 
Quinn, Rycraft & 
Schoech  
(2002) 
    
USA 
Regional Child 
Protection Services 
Agency             
Total number in 
database n=536       
Quantitative: 
case study 
Agency information 
system and personnel 
files of workers (n=15 
variables) 
Application of 
Logistic 
Regression and 
Neural Network 
analysis to 
develop a 
turnover model. 
Statistical analyses produced turnover models that had only 1% 
difference in the overall ability to predict turnover (i.e., 79% vs 
80%). Regression model was better at predicting stayers (92%) 
than leavers (47%). Variables that had the highest impact in the 
regression model were ethnicity, job assignment & gender. The 
neural model predicted stayers (80%) similarly to leavers 
(78%), the variables that had the highest impact were 
experience, ethnicity, degree and job assignment. Different 
analyses different models. 
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Regehr, Chau, 
Leslie & Howe 
(2002) 
 
Canada 
Not-for-profit Child 
Welfare Agency     
Staff               
(Front line & 
clerical n=128 )      
(Management & 
supervisory n=47 
Plus n=8 interview) 
Quantitative 
& 
Qualitative: 
Cross-
sectional 
(1) Survey: (a) 
exposure to traumatic 
events & ongoing 
stressors; (b) social 
support (Social 
Provision Scale & 
Researcher's Scale); 
(c) distress (Beck 
Depression scale & 
Impact of Events 
Scale). (2) Interview 
(stressors, effects of 
stress, strategies for 
dealing with stress & 
org supports) 
Aim to identify 
stress in Child 
Welfare 
supervisors & 
managers under 
conditions of 
change (i.e., 
reforms in 
practice) and 
increased 
demands for 
service. 
Almost half (49%) of managers and supervisors were classified 
in the high (13%) or severe (36%) range of the post-traumatic 
scale. Frontline & clerical staff (staff), and management & 
supervisors (M/S), had different overall patterns of stressors. 
The two most mentioned ongoing stressors for staff were 
difficult clients (65%) and documentation requirements (66%), 
for M/S the quantity of work (79%) and organisational change 
(60%). For critical incident stressors both groups listed threats 
to staff (M/S=57%; staff=43%) and threats of violence to self 
(M/S=55%; staff=52%). There were no significant differences 
between the groups on measures of support, traumatic stress 
and depression. M/S interview themes were summarised in a 
model of stress and coping in M/S facing child welfare reform 
(i.e., change). Increased workload (caseloads & staff turnover), 
increased accountability and needs of new staff lead to ‘effects’ 
of stressors. Effects are then linked to ‘coping strategies’ and 
‘supports’ in a reciprocal manner, which are then linked to 
giving up (i.e., turnover) or resilience. 
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Schmidt & Klein 
(2004) 
 
Canada 
Child Welfare 
Workers  
Total n=128  
Female n=40  
Male n=88 
Qualitative: 
Cross-
sectional 
Urban: Focus groups 
(n=4), Supervisor 
Interviews (n=4) 
Northern Rural: 
Focus groups (n=12), 
Supervisor Interviews 
(n=23) 
SWOT Analysis 
(strengths, 
weaknesses, 
opportunities, 
threats) 
The urban and rural workers identified some similar, as well as 
some different themes under each of the four SWOT areas. The 
themes provide a picture of work and location. In relation to 
recruitment and retention, the author linked high workloads 
and constant crisis level work with stress and turnover. 
Supervisors mentioned that a significant amount of their time is 
used in orientation and training of new workers as well as 
taking some of the new workers’ caseload. Frequent turnover 
was said to govern the functions and activities of supervisors 
and has an effect on the availability and quality of supervision. 
Staff shortages were linked to longer response times and so to 
poorer service delivery. Rural workers indicated that visibility 
or lack of anonymity, and perceived vulnerability were safety 
issues and a factor in any decision to leave rural work. The 
more generalist role in rural areas needs to be taken in account 
in recruitment. Strategies provided. 
Schoech, Quinn & 
Rycraft  
(2000)  
 
USA 
Public Child 
Welfare Agency      
(1) Total number in 
database n=536       
(2) Number of 
workers currently 
employed n=291      
(57% response rate 
to survey)  
Quantitative: 
case study 
(1) Agency 
information system 
and personnel files for 
workers who had 
worked for the agency 
the past two years.      
(2) Survey: 
personality, 
compassion fatigue, 
risk of burnout, job 
satisfaction. 
Application of 
Data Mining 
methodology to 
create a model 
of turnover i.e., 
profiles of 
workers likely 
to turnover or 
stay.            
Aim, to develop 
a plan of staff 
retention.  
Data were analysed using logistic regression and neural 
network analysis. Model generated, indicated that ethnicity and 
location of first job role (rural vs area labelled urban 1) were 
the strongest predictors of turnover/staying. Authors suggested 
that worker choice in first job role may improve 
retention/turnover. This paper's focus was on the use of data 
mining to support decision making and organisational 
knowledge. It was noted that reliability of modelling using this 
method is dependent on the accuracy of data entry.   
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Smith  
(2005) 
  
USA 
Public Child 
Welfare Workers 
n=296  
(71% response rate) 
Quantitative: 
Longitudinal 
(approx 
1.5yrs) 
(1) Administered-in-
person Questionnaires 
(job satisfaction, 
perceived org support, 
intrinsic job value, 
work-life balance, 
supervisor 
supportiveness and 
competency)           
(2) Average turnover 
rate (3yrs)             
(3) Caseload size  
Social 
Exchange 
Framework 
(i.e., role of 
organisational 
support as 
expressed 
through 
extrinsic 
rewards, 
supervisor 
support & 
intrinsic job 
value in 
explaining job 
retention) 
Consideration of leaving, measured as organisational 
commitment, was an indicator of actual leaving. Extrinsic 
rewards (not intrinsic) such as facilitation of work-life balance 
and supervisor support were associated with retention.  
Supervisor support was associated with job retention.  
Organisational level factor, caseload, decreased the odds of 
retention.  
Zlotnik  
(2001)  
 
USA 
Child Welfare 
Practitioners Comment Not applicable None tested 
Argues that the provision of an excellent Child Welfare service 
requires a competent workforce, professionally trained social 
workers. Promotes agency-social work education partnerships. 
Discusses sources of funding, benefits and barriers to 
partnerships, emerging partnership models and evaluation. The 
basic assumption is that specialised skills and competencies in 
child welfare (social work) will reduce turnover and increase 
the effectiveness of service delivery. 
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Secretary 
 
Under Secretary 
Policy & Strategic 
Projects 
 Under Secretary 
Health  (Metro health 
& aged care services) 
 Executive Director  
Rural Health  & 
Regional Health & 
Aged Services 
 Executive Director  
Operations 
 Executive Director 
Housing & 
Community Building 
 Executive Director  
 Office for Children 
 Executive Director  
Disability Services 
 Executive Director  
Financial & Corporate 
Services 
                 
Dir. Inter-
governmental relations 
 Dir. Funding Health & 
Information Policy 
 
-Manager, Health 
Information 
-Manager, Health Policy 
Analysis & reporting 
 Dir. Public Health & 
Chief Health Officer 
 
-Dir. Social & 
Environmental Health 
-Manager Food & 
Health 
Development 
-Manager 
Environmental 
Health 
-Senior Medical 
Advisor 
 Regional Dir. 
Eastern Region 
-Manager Housing, 
primary Care & 
Complex care 
-Manager Disability 
Services 
-Manager, Kew 
Residential Services 
Redevelopment 
-Manager, Protection, 
Support & Juvenile 
Justice 
 Regional Director 
Gippsland Region 
-Manager Community 
Care & Housing 
-Manager Health, 
Disability & Aged 
Care 
 Director Housing 
Services 
-Manager Services 
Quality Housing 
Services 
-Manager Program 
Development 
 Director Statewide 
Outcomes for 
Children 
 
 Director Community 
& Individual 
Support 
 Director Budget 
Planning & Review 
Director Client Service 
Model Strategic Project 
Director Business 
Systems 
Director Early Years 
Services 
Director Quality Director Business 
Development 
Director Juvenile 
Justice & Youth 
Services 
Director Planning & 
Program 
Effectiveness 
Dir. Policy Projects  Dir. Programs 
 
-Senior Medical Advisor 
-Manager, services & 
Capital Planning 
-Manager, Ambulance & 
Acute Programs 
     -Senior Medical 
Advisor 
-Continuing Care & 
Clinical Services 
Development 
-Manager, Cancer & 
Palliative Care 
 -Dir. Disease Control 
& research & deputy 
Chief Health Officer 
-Manager 
Communicable 
Diseases 
-Manager 
Prevention & 
Perinatal Health 
-Manager 
Biotechnology 
Safety & Ethics 
-Manager Health 
Surveillance & 
Evaluation 
-Program Advisor, 
National Public Health 
Partnership 
 
 Regional Director, 
North & West 
Region 
- Manager 
Community Care 
-Manager, Family 
& Community 
Support 
-Manager Primary & 
Complex Care 
-Manager Housing 
-Manager Disability 
Services 
-Manager Disability 
Accommodation 
Services 
 
 
 Regional Director 
Grampians Region 
-Manager Community 
Care & Housing 
-Manager Health 
& Aged Care 
 Director Property 
Services 
-Manager Property 
Acquisition 
-Manager Asset 
Improvement 
 Director Child 
Protection & family 
Services 
- Manager Child 
Protection 
-Manager, Placement 
& Support 
 Director Budget & 
Resources 
 Director Information 
Services 
-Manager Information & 
Communication 
Technology 
Infrastructure 
-Manager Planning & 
strategies 
Regional Director 
Hume Region 
-Manager Housing 
Community Care & 
ATSI Services 
Planning 
-Manager Disability & 
Health Programs 
 
Director Strategy & 
Corporate Finance 
-Manager Finance & 
Corporate Services 
Director Program & 
Sector Support 
-Manager Budget & 
Program Support 
Project Director 
Disability Housing 
Trust 
Director Finance & 
Business Services 
-Manager Budget 
Development 
-Manager 
Accommodation & 
Infrastructure 
Director Industry 
Development 
Manager CYPA 
Legislation review 
Director Capital 
Management 
-Manager Strategic Plan 
-Manager Design Serv 
-Manager Metro 
Director 
Neighbourhood 
Renewal 
Director Industrial 
Relations 
-Assistant Director, 
Industrial Relations 
Appendix B 
Senior Child Protection Management Organisational Structure: Effective as at 18th August 2005.     Source: DHS Intranet 
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Secretary 
 
Under Secretary 
Policy & Strategic 
Projects 
 Under Secretary 
Health  (Metro health 
& aged care services) 
 Executive Director  
Rural Health  & 
Regional Health & 
Aged Services 
 Executive Director  
Operations 
 Executive Director 
Housing & 
Community Building 
      
Dir. Service & 
Workforce Planning 
 
-Senior Medical Advisor 
 Dir. Access & Metro 
Performance 
 
-Assistant Dir. Metro 
Health Service 
Performance 
-Manager State 
Emergency Program 
-Senior Medical Advisor 
 Dir. Drugs Policy & 
Services 
 
-Senior Medical 
Advisor 
 Regional Director 
Southern Region 
-Manager Community 
Care 
-Manager Disability 
Services 
-Manager Housing, 
Primary & Complex 
Care 
 
Director Juvenile 
Justice 
-Parkville Youth 
Residential Centre 
-Melbourne Juvenile 
Justice Centre 
-Malmsbury Juvenile 
Justice Centre 
 Regional Director 
Loddon Mallee 
Region 
-Manager Health 
Housing & Aged care 
-Manager Community 
Services 
 Director Strategic 
Asset Management 
-Management Capital 
Program 
-Manager Richmond 
& Carlton 
Redevelopment 
      
Dir. Primary & 
Community Health 
 
-Manager, Primary 
Health Integration 
-Senior Medical 
Advisor 
Dir. Strategic Projects 
 
-Manager, Children’s 
Health & Wellbeing 
 Dir. Mental Health 
 
-Manager, Service 
System Development 
-Manager, Service 
Monitoring & Review 
-Chief Psychiatrist 
-Senior Nurse Advisor 
 Dir. Rural & 
Regional Health 
Services 
-Manager, Services 
Development 
-Senior Medical 
Advisor 
- 
 Director Regional 
Operations 
Performance 
 Regional Director, 
Barwon-South 
Western Region 
-Manager Health 
Housing & Aged Care 
-Manager Community 
Services 
       
Dir. Nurse Policy 
Dir. Portfolio Services -
Corporate Comm’s 
 
-Corporate Complaints 
Unit 
-Freedom of Information 
-Media 
-Cabinet parliamentary 
& Executive 
Correspondence Briefing 
Unit 
-Internal Audit 
 Dir. Office of Health 
Information Systems 
 Dir. Aged Care 
-Manager Residential 
Services 
Manager, Home & 
Community Care 
 Director Human 
Resources 
 Director Emergency 
Management 
       
Dir. Planning & 
Resources 
-Manager, Financial 
Operations 
 
Dir. Legal Services  Dir. Finance  Dir. Quality & Safety 
-Manager, Clinical 
Governance Unit 
         
Senior Management Organisational Structure (Continued): Effective as at 18th August 2005.     Source: DHS Intranet 
Appendix B (cont.) 
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Appendix C: Study One - Current Child Protection Workers 
Interview Schedule, Plain Language Statement and Consent Form 
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What’s it like to Work in Child Protection? 
Interview Schedule 
Demographics 
Age: ___________Gender: ______________ Location: ____________________ 
Length of Service (yrs): Current Position: ___________Profession: ___________ 
Job Description/Title: ________________________________________________ 
Training Background:________________________________________________ 
__________________________________________________________________ 
 
Contextual Factors 
1. What are the best things about living in this area? The worst?  
- Immigrant/local? 
- Cultural adaptation, i.e., feel part of the community? 
- Difficulties – non-work stressors? 
 
The Clients 
2. Tell me about the nature of your clients? 
3. How do you manage boundaries between yourself and clients? (e.g. confidentiality) 
 
The Organisation/Individual 
4. How did you come to be working at DHS? 
 
Before you started at DHS: 
5. What did you think DHS would be like as an organisation? 
6. What type of work did you expect to be doing? 
7. What did you think the work would involve? 
8. How do you find working in this office? 
9. What about the working environment at ……. (eg. Hamilton)? 
10. What changes have occurred at work? (over the last 4 years) 
11. What do you think about the changes? How have these changes affected how you do 
your job? 
12. DHS has policies/procedures, such as reporting and process policies/procedures. How 
do you manage to adhere to these policies and procedures?  
13. How satisfied are you with your job? 
14. Why do you stay in this job? 
 
 293
15. Do you see this as a long-term career prospect? Why? Why not? (ie. Prepared to 
move around? Who is responsible for career development?) 
16. When you started this job you would have had expectations of the organisation. To 
what extent have these expectations (promises) been met? 
17. How do you think others in your team feel about their job/working environment? 
18. How do you look after yourself? (mentally, emotionally, physically) (i.e. In the job? 
Outside the job?) 
19. How does the department look after you? (mentally, emotionally, physically) 
20. What supports do you have? For example peer support networks/professional 
supervision? 
21. How do you manage ongoing professional development? 
22. As an individual what values are important to you? What values do you think are 
important to DHS? 
23. Would you like to comment on anything else? 
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DEAKIN UNIVERSITY HUMAN RESEARCH ETHICS COMMITTEE 
PLAIN LANGUAGE STATEMENT 
 
Project Title: What’s it like to work in Child Protection? 
 
My name is Leanne Johnson and I am currently completing a PhD at Deakin University under the 
supervision of Dr Ross King, a senior lecturer in the School of Psychology. The PhD program will 
investigate recruitment/retention in Child Protection. The first stage of this project is to investigate 
what it is like to work in child protection in a rural or regional area, by interviewing people who 
work in child protection. I am particularly interested in finding out why people choose to work in a 
particular geographical location and sector of Human Services, and also what things influence 
people to stay to in their current position and your thoughts on recent organisational changes. 
 
I would like to invite you to participate in this study. If you agree to participate you will be asked a 
number of questions on topics such as: What it is like to live where you do? What it is like to work 
for DHS? How do you manage ongoing professional development? You will also be asked about 
the nature of clients you have, as well as how you feel about the job and the organisational changes 
that have occurred recently. It is expected that the interview will take up to 1.5 hours. Notes will 
be taken during the interview. The interviews will be at an arranged location. 
 
Your privacy is important, so the interviews will be given a code and your name will not be 
kept with the notes taken during the interview. Also to protect your privacy, your employer 
will not be told if you ‘do’ or ‘do not’ agree to participate in the study. Your employer will 
not have access to the notes from the interview. Only rural and regional ideas or themes 
from the data will be reported. 
 
You are free to withdraw at anytime and if you do withdraw any data collected will not be 
used and subsequently destroyed. The data will be kept at Deakin University in accordance 
with the university guidelines for a period of seven years. Access to the data will be 
restricted to the Deakin University researchers from the School of Psychology. 
 
Following the completion of the study, a summary of the findings will be sent to anyone 
who indicates at the conclusion of the interview they would like a copy. Alternatively, a 
summary can be requested by contacting the numbers listed below. If you have any 
questions or would like further information regarding the current study or the PhD project 
please feel free to contact me, Leanne Johnson on 5227 2312 or via email 
(lgjo@deakin.edu.au) or Dr Ross King on 5227 2781. 
 
Should you have any concerns about the conduct of this research project, please contact  
1. The Secretary, Ethics Committee, Research Services, Deakin University, 221 Burwood Highway, BURWOOD 
VIC 3125. Tel (03) 9251 7123 (International +61 3 9251 7123). OR 
2. Ms. Genevieve Nolan, Executive Officer, Department of Human Services, Human Research Ethics Committee. 
Tel (03) 9637 4239.  
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DEAKIN UNIVERSITY HUMAN RESEARCH ETHICS COMMITTEE 
CONSENT FORM  
 
I, _____________________________________of ______________________________ 
________________________________________________________________________ 
 
Hereby consent to be a subject of a human research study to be undertaken 
 
By  Leanne Johnson (Study entitled: What’s it like to work in Child Protection?) 
 
and I understand that the purpose of the research is to investigate what it is like to 
work in child protection in a rural or regional area. I understand that this will 
involve being asked a series of questions about what it is like to live where I do, 
what it is like to work for DHS, about the nature of clients I have, as well as how I 
feel about the job and the organisational changes that have occurred recently.  
 
I understand that notes will be taken during the interview. My employer will not 
have access to my interview notes only to the grouped themes and ideas that 
emerge from the data. Likewise when the data is reported, only the grouped themes 
and ideas will be used. Also to protect my privacy, my employer will not be told if I 
‘do’ or ‘do not’ agree to participate in the study. To protect my privacy my name 
will not be on the interview notes and the data will be stored according to Deakin 
University guidelines for a period of seven years. I understand that a summary of 
the information will be available upon request at the conclusion of the study. 
 
 
 
I acknowledge 
 
1. That the aims, methods, and anticipated benefits, and possible risks/hazards of the research 
study, have been explained to me. 
 
2. That I voluntarily and freely give my consent to my participation in such research study. 
 
3. I understand that aggregated results will be used for research purposes and may be reported in 
scientific and academic journals. 
 
4. Individual results will not be released to any person except at my request and on my 
authorisation. 
 
5. That I am free to withdraw my consent at any time during the study, in which event my 
participation  in the research study will immediately cease and any information obtained from 
me will not be used. 
 
 
 
 
 Signature:                                                                             Date: 
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Appendix D: Study One - Ethics Approvals 
Deakin University and Department of Human Services 
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Appendix E: Study Two - Ex Child Protection Workers 
Interview Schedule, Plain Language Statement and Consent Form 
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What was it like to Work in Child Protection? 
Interview Schedule 
Demographics 
Age: _______________Gender: _______________  
Professional Training Background: _______________________________________ 
Child Protection 
Length of Service (yrs in CP): _________ Location: _________________________ 
Job Description/Title: _________________________________________________ 
Job History since leaving Child Protection 
Positions since leaving Child Protection: ___________________________________ 
____________________________________________________________________ 
Current Position: ______________________________________________________ 
Time in Current Position: _______________________________________________ 
 
Contextual Factors 
1. What are the best things about living in this area? The worst?  
- Immigrant/local? 
- Cultural adaptation, i.e., feel part of the community? 
- Difficulties – non-work stressors? 
 
The Clients 
2. Tell me about the nature of your clients when working in Child Protection 
 
3. How did you manage boundaries between yourself and the clients? (e.g. 
confidentiality) 
 
The Organisation/Individual 
4. How did you come to be working at DHS? 
 
Before you started at DHS: 
 
5. What did you think DHS would be like as an organisation? 
 
6. What type of work did you expect to be doing? 
 
7. What did you think the work would involve? 
 
8. What was it like working at the __________(Geelong, Warrnambool, 
Hamilton) office? (Relationship with your supervisor? co-workers?) 
 
9. What about the working environment at …?(Geelong, Warrnambool, 
Hamilton) 
 
10. What changes occurred during the time you worked at Child Protection? (e.g., 
particularly 2001-2005) 
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11. What did you think about the changes? Did these changes affect how you did 
your job? Explain 
 
12. DHS has policies/procedures, such as reporting and process 
policies/procedures. How did you manage to adhere to these policies and 
procedures? 
 
13. How satisfied were you with your job? 
 
14. Why did you leave?  
 
15. What would have made you stay? Why wasn’t Child Protection a long-term 
career prospect? 
 
16. When you started working in Child Protection you would have had 
expectations of the organisation. To what extent were these expectations 
(promises) met? 
 
17. How did you think others in your team felt about their job/working 
environment? 
 
18. How did you look after yourself? (mentally, emotionally, physically) (i.e. In 
the job? Outside the job?) 
 
19. How did the department look after you? (mentally, emotionally, physically) 
 
20. What supports did you have? For example peer support networks/professional 
supervision? 
 
21. How did/do you manage ongoing professional development? 
 
22. As an individual what values are important to you? What values do you think 
are important to DHS? 
 
23. Would you like to comment on anything else? 
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DEAKIN UNIVERSITY HUMAN RESEARCH ETHICS COMMITTEE 
PLAIN LANGUAGE STATEMENT 
 
 
Project Title: What was it like to work in Child Protection? 
My name is Leanne Johnson and I am currently completing a PhD at Deakin University under the 
supervision of Dr Sally Savage, a Research Fellow in the School of Health and Social 
Development. The PhD program will investigate recruitment/retention in Child Protection. The 
first stage of this project is to investigate what it is like to work in child protection in a rural or 
regional area, by interviewing people who are currently working or people who have worked in 
child protection. I am interested in finding out why people choose to work in a particular 
geographical location and sector of Human Services, and also what things influence people’s 
choice to stay or leave Child Protection, as well as your thoughts on organisational changes that 
have occurred. I am currently inviting people who have worked in Child Protection and left 
anytime from 2000 onwards to participate. 
 
If you would like to participate you will be asked a number of questions on topics such as: What it 
is like to live where you do? What it was like to work for DHS? You will also be asked about the 
type of clients you had, as well as how you felt about the job and the organisational changes whilst 
working for Child Protection. It is expected that the interview will take up to 1.5 hours at an 
arranged location. The interviews will be audio taped, with your permission. 
 
Your privacy is important, so the audio taped recordings will be typed up as soon as 
possible and then the tapes will be erased. The typed interviews will be given a code and 
your name will not be kept with the coded typed interviews. When the data is reported, only 
grouped results will be used. 
 
You are free to withdraw at anytime and if you do withdraw any data collected will not be 
used and subsequently destroyed. The data will be kept at Deakin University in accordance 
with the university guidelines for a period of seven years. Access to the data will be 
restricted to the Deakin University researchers. 
 
Following the completion of the study, a summary of the findings will be sent to anyone 
who indicates at the conclusion of the interview they would like a copy. Alternatively a 
summary can be requested by contacting the numbers listed below. If you have any 
questions or would like further information regarding the study please feel free to contact 
me, Leanne Johnson on 52278353 or via email (lgjo@deakin.edu.au) or Dr Sally Savage on 
5227 8360.  
 
Should you have any concerns about the conduct of this research project, please contact the Secretary, Ethics 
Committee, Research Services, Deakin University, 221 Burwood Highway, BURWOOD VIC 3125. Tel (03) 9251 
7123 (International +61 3 9251 7123). 
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DEAKIN UNIVERSITY HUMAN RESEARCH ETHICS COMMITTEE 
CONSENT FORM 
 
 
I, __________________________________of __________________________________ 
________________________________________________________________________ 
 
Hereby consent to be a subject of a human research study to be undertaken 
 
By  Leanne Johnson (Study entitled: What was it like to work in Child Protection?) 
 
and I understand that the purpose of the research is to investigate what it was like to 
work in Child Protection in a rural or regional area. I understand that this will 
involve being asked a series of questions about what it is like to live where I do, 
what it was like to work for DHS, about the type of clients I had, as well as how I 
felt about the job and the organisational changes that occurred whilst I worked at 
DHS.  
 
I understand that the audio taped recordings will be typed up as soon as possible 
and then the tapes will be erased. To protect my privacy my name will not be on 
my typed interview and only grouped results will be reported. I understand that the 
data will be stored according to Deakin University guidelines for a period of seven 
years. I understand that a summary of the information will be available upon 
request at the conclusion of the study. 
 
 
I acknowledge 
 
1. That the aims, methods, and anticipated benefits, and possible risks/hazards of the research 
study, have  been explained to me. 
 
2. That I voluntarily and freely give my consent to my participation in such research study. 
 
3. I understand that aggregated results will be used for research purposes and may be reported in 
scientific and academic journals. 
 
4. Individual results will not be released to any person except at my request and on my 
authorisation. 
 
5. That I am free to withdraw my consent at any time during the study, in which event my 
participation  in the research study will immediately cease and any information obtained from 
me will not be used. 
 
 
 
 
 Signature:                                                                             Date: 
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Appendix F: Study Two – Ethics Approval  
Deakin University Ethics Approval to Extend Study One to Interview Ex Child 
Protection Workers 
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Appendix G: Study Three – Child Protection Management 
Interview Guide, Plain Language Statement, Consent Form 
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Study 3: Management Schedule 
Gender:________________ 
Length of time in field of management:_____________________ 
Length of time at DHS: _________________________________ 
Length of time in current role:____________________________ 
Age: __________________ 
Qualifications: ______________________________________________________ 
___________________________________________________________________ 
 
ADRI Framework 
1. How is retention and turnover an issue for you? (ie. Are they a separate 
issue?) 
 
Retention (why people stay?) 
1. Tell me about DHS’s retention strategy? 
2. How do you apply the retention strategy to Child Protection? 
3. What does the organisation do about retention? 
4. What do you do about retention in Child Protection? (how do you tackle it?) 
5. How effective do you think the retention strategy is for Child Protection? 
6. How do you think that retention of Child Protection workers could be 
improved? How would these improvements be implemented? 
7. How do you handle retention of Child Protection workers when change(s) is 
implemented? 
 
Change and Turnover 
1. Tell me some of the changes that have occurred over the last 5 to 6 years in 
Child Protection. (know about Legislated change….other changes) 
2. Tell me about your thoughts on turnover and change?  
3. How do you handle turnover when change(s) is implemented in Child 
Protection? 
 
Turnover (why people leave?) 
1. Tell me your thoughts on the issue of turnover in (1) DHS, and (2) Child 
Protection. 
2. Tell me about DHS’s turnover strategy? 
3. What does the organisation do about turnover? 
4. What do you do about turnover in Child Protection? (how do you tackle it?) 
5. How effective do you think the turnover strategy is for Child Protection? 
6. What do you think would improve turnover rates? 
7. How would you implement these improvements in Child Protection? 
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DEAKIN UNIVERSITY HUMAN RESEARCH ETHICS COMMITTEE 
PLAIN LANGUAGE STATEMENT 
 
Project Title: Management Interviews: Perceptions of retention/turnover, a retention 
model and survey 
 
My name is Leanne Johnson and I am currently completing a PhD at Deakin University 
under the supervision of Associate Professor Beth Crisp in the School of Health and Social 
Development. This PhD program is investigating retention and turnover in Child Protection. In 
this stage of the project I am interested in finding out your perceptions on retention and turnover.  
I would like to invite you to participate in this study. This study involves an individual 
interview conducted by telephone in which you will be asked a number of questions on retention 
and turnover. You may also be asked to give feedback on a proposed retention model that I have 
developed and on a survey designed to assist in the preliminary testing of the model. It is expected 
that the interview will take up to 1 hour. If time is running out, you may be invited to provide 
feedback on the model of retention and survey verbally via another phone call or sent in a written 
form. The interviews will be conducted by phone at a time that is mutually convenient. Notes will 
be taken during the phone interview, typed and sent back to you to check their accuracy.   
Your privacy is important, so typed interview notes will be given a code and your name will 
not be kept with your typed interview. Your employer will not have access to individual data only 
to the grouped data. Likewise when the data is reported, only grouped results or a typical situation 
or story will be used. Also to protect your privacy, your employer will not be told if you ‘do’ or 
‘do not’ agree to participate in the study. 
You are free to withdraw at any time and if you do withdraw any data collected will not be 
used and will be subsequently destroyed. The data will be kept at Deakin University in accordance 
with the university guidelines for a period of seven years, i.e. in a locked cabinet with the 
code/name list stored in a separate location in a locked cabinet. Access to the data will be 
restricted to the Deakin University researchers. 
Following the completion of the study, a summary of the findings will be sent to anyone 
who requests a copy by contacting the numbers listed below. If you have any questions or would 
like further information regarding the study please feel free to contact me, Leanne Johnson on 
5227 8353 or via email (lgjo@deakin.edu.au) or Associate Professor Beth Crisp on 5227 8430 or 
via email (beth.crisp@deakin.edu.au).  
Should you have any concerns about the conduct of this research project, please contact 
1. Executive Officer, Human Research Ethics, Human Ethics Office, Research Services, Deakin University, 221 
Burwood Highway, Burwood, VIC 3125. Tel : +61 3 9251 7123, E-mail: research-ethics@deakin.edu.au Please 
quote project number EC 348-2006 OR 
2. Ms. Vicki Xafis, Executive Officer, Department of Human Services, Human Research Ethics Committee. Tel 
(03) 9096 5239. 
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DEAKIN UNIVERSITY HUMAN RESEARCH ETHICS COMMITTEE  
CONSENT FORM -INTERVIEWS 
 
I, ____________________________________   of  _____________________________________ 
_______________________________________________________________________________ 
 
 
 
Hereby consent to be a subject of a human research study to be undertaken 
 
By Leanne Johnson 
 
and I understand that the purpose of the research is to investigate what my thoughts are on 
retention and turnover of employees. I understand that this will involve being asked a series of 
questions about retention and turnover which will include my perceptions and approaches.  
 
I understand that the notes from my phone interview will be typed up as soon as possible. The 
typed notes will be sent to me to check their accuracy. My name will not be on my typed interview 
data. In addition, to protect my privacy the data will be stored according to Deakin University 
guidelines for a period of seven years. I understand that a summary of the findings will be 
available upon request at the conclusion of the study. 
 
 
I acknowledge that 
 
1. Upon receipt, my survey will be coded and my name and address kept separately from it. 
 
2. Any information that I provide will not be made public in any form that could reveal my 
identity to an outside party ie. that I will remain fully anonymous. 
 
3. Aggregated results will be used for research purposes and may be reported in scientific and 
academic journals. 
 
4. Individual results will not be released to any person except at my request and on my 
authorisation. 
 
5. That I am free to withdraw my consent at any time during the study in which event my 
participation in the research study will immediately cease and any information obtained from 
me will not be used. 
 
 
 
 Signature:                                                                                Date: 
 
 
Should you have any concerns about the conduct of this research project, please contact 
1. Executive Officer, Human Research Ethics, Human Ethics Office, Research Services, Deakin University, 221 
Burwood Highway, Burwood, VIC 3125. Tel : +61 3 9251 7123, E-mail: research-ethics@deakin.edu.au Please 
quote project number EC 348-2006 OR 
2. Ms. Vicki Xafis, Executive Officer, Department of Human Services, Human Research Ethics Committee. Tel 
(03) 9096 5239. 
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Appendix H: DHS Office for Children Research Coordinating Committee 
Approval to Proceed with Research Study Three (Child Protection 
Management) and Study Four (Child Protection Staff Questionnaire) 
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Appendix I: Study Three - Ethics Approvals 
Deakin University and Department of Human Services (Original and 
Modification Approvals) 
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Appendix J: Study Four – Child Protection Staff Questionnaire Pack 
Copy of questionnaire, Plain Language Statement, DHS Letter of Introduction, 
Deakin University Letter of Introduction and the Employee Assistance Program 
Flyer  
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DEAKIN UNIVERSITY HUMAN RESEARCH ETHICS COMMITTEE 
PLAIN LANGUAGE STATEMENT 
 
Project Title: Testing of a Retention Model 
 
My name is Leanne Johnson and I am currently completing a PhD at Deakin University under the 
supervision of Associate Professor Beth Crisp in the School of Health and Social Development. 
My PhD program is investigating retention and turnover in Child Protection. In this stage of the 
project I am interested in testing a model of retention that has been developed from the literature 
and from interviews conducted with people who are or have worked in Child Protection. 
I would like to invite you to participate in this study which would involve you filling in a survey. 
The survey asks about a range of issues such as job entitlements, experience in Child Welfare, 
interactions with people, work demands and effects of the job, etc. These issues are presented in 
different types or styles of questions. For example you may be asked to rate something such as 
your educational preparation for working in Child Protection by circling a number. Instructions are 
provided as you go. If completing the survey causes you any distress, you might wish to contact 
the DHS Employee Assistance Program (EAP) on (03) 9529 6600 or 1800 350 359. It is expected 
that the survey will take about 20-30 minutes to complete. Your honest answers, as well as your 
answers to all the questions are important to evaluate the retention model.  
Your consent is assumed when you return the survey, which can be mailed to me in the attached 
reply paid envelope. Your employer will not have access to individual data only to the grouped 
data. Likewise when the data is reported, only grouped results or a typical situation or story will be 
used. Also to protect your privacy, your employer will not be told if you ‘do’ or ‘do not’ agree to 
participate in the study. 
Due to the anonymous nature of the survey, withdrawal will not be possible once the survey is 
submitted. The data will be kept at Deakin University in accordance with the university guidelines 
for a period of seven years. Access to the data will be restricted to the Deakin University 
researchers. 
Following the completion of the study, a summary of the findings will be sent to anyone who 
requests a copy by contacting us on the emails listed below. If you have any questions or would 
like further information regarding the study please feel free to contact me, Leanne Johnson on 
5227 8353 or via email lgjo@deakin.edu.au or Assoc Prof Beth Crisp at beth.crisp@deakin.edu.au 
Should you have any concerns about the conduct of this research project, please contact 
1. Executive Officer, Deakin University Human Research Ethics Committee. Tel: (03) 9251 7123, All 
communications should be directed to E-mail: research-ethics@deakin.edu.au. Please quote project number 
EC 349-2006 in all communications to the committee OR 
2. Ms. Vicki Xafis, Executive Officer, Department of Human Services, Human Research Ethics Committee. Tel 
(03) 9096 5239. 
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Appendix K: Study Four – Ethics Approvals 
Deakin University and Department of Human Services (Original and 
Modification Approvals) 
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